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. INTRODUCTION

In 1988, the Austine School for the Dedf in Brattleboro, Vermont, began operation of a part-time voice
relay system for the speech and hearing impaired in the sate. In 1991, the Vermont Generd Assembly
mandated the establishment of a permanent statewide telecommunications relay service for the sate's
Desf, hard-of-hearing, and speech disabled citizens and charged the Vermont Department of Public
Service to establish standards for the service, consstent with the stlandards set by the Americans With
Disahilities Act of 1990 (ADA), and to contract for relay services after a competitive bidding process
and Public Service Board approvad.

AT& T was awarded the contract for the Vermont Telecommunications Relay Service (VTRS)
beginning in 1991. AT& T competed successfully for two additiond contract cyclesin 1994 and 1998.
Sprint was awarded the contract for VTRS beginning July 1, 2002, and is contracted to provide
service through June 30, 2006.

The Vermont State program for telecommunications relay service was certified by the Federa
Communications Commission 1993 and certification was renewed in 1998 and 2003.

As the current contract with Sprint nearsits end, the Department of Public Service (DPS) seeks
proposas to provide intrastate telecommunications relay servicesto Vermont beginning July 1, 2006,
through June 30, 2008, with an option for two additiond years through June 30, 20010.

. GENERAL INFORMATION

A. ISSUING OFFICE

This Request for Proposals (RFP) isissued by the Vermont Department of Public Service (DPS). DPS
isthe sole point of contact concerning this RFP. All communication and inquiries concerning this RFP
should be addressed to: Deena Frankel, Director for Consumer Affairs & Public Information, Vermont
Department of Public Service, 112 State Street, Drawer 20, Montpdier, Vermont 05620-2601, (802)
828-2811, email deenafranke @dtatevt.us .

B. PURPOSE

ThisRFP isissued in order to contract for the following:

. afull service, confidentia, statewide, 24 hours-per-day, seven-days-per-week
telecommunications relay service that is economicaly feasible and which satisfies or exceeds the
minimum specifications contained herein. The service shdl be called the Vermont
Tdecommunications Relay Service (VTRYS). The intended contract term is two years with an
option to renew for an additiona two years, and

. outreach to VTRS users, potential users and the public for the purpose of informing these
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popul ations concerning the availability, function, and features of relay and gathering feedback
about the quality of the service.November 28, 2005

The performance specifications on the following pages should be considered as basic requirements with
no intent to congtrain bidder creativity. The god is a cogt-beneficid relay system which will provide
equal access to public telephone service to deef, hard-of-hearing, and speech disabled subscribersin
Vermont.

C. SCOPE

This RFP contains ingtructions governing the proposa to be submitted and the materia to be included,
mandatory adminigtrative and operationd requirements which a bidder must meet to be eigible for
condderation, and specific ingtructions for proposa submission.

D. SCHEDULE OF ACTIVITIES
(DPS reserves the right to change this schedule.)

November 29, 2005 Request for proposa issued

December 16, 2005  Letters of intent due from potentia bidders

December 16, 2005 Questions (if any) due in writing from potentia bidders

December 21, 2005  Written answers to bidder questions distributed to al bidders who have filed

|letters of intent
January 9, 2006 Proposals due from bidders
March 17, 2006 DPS recommendation and proposed contract to Public Service Board
Jduly 1, 2006 New contract begins

E. MODIFICATION OR WITHDRAWAL OF PROPOSALS

Proposds may be modified or withdrawn by the bidder only up to the established due time and date, at
which time they will be considered find.

F. BINDING OFFER

A proposa submitted in response to the RFP shdl congtitute a binding offer, until approva by the PSB
of afinaized contract. Acknowledgment of this condition shal be indicated by the sSgnature of the
bidder or an officer of the bidder legally authorized to execute contractud obligations in the Tranamittal
Letter.

G. BID PRICES

Pricing must be firm. No estimates or contingencies are dlowed. All bid prices submitted in response to
this RFP must be the bidder's "best and find" offer.
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H. BIDDING COSTS

The Department of Public Serviceis not liable for any costs incurred by bidders prior to issuance of a
legally executed contract. Further, no proprietary interest of any nature shall occur until acontract is
awarded and signed by all concerned parties.

l. RFP RESPONSE MATERIAL OWNERSHIP

All materia, except proprietary information, submitted regarding this RFP becomes the property of the
DPS. All submitted responses may be reviewed by any person after the contract has been signed. The
DPS reserves the right to use any or al information/materia presented in reply to the RFP, subject to
limitations outlined in 8111.C., Proprietary Information, and including the right to destroy any information
at the discretion of the DPS. Disgudification of a bidder does not diminate this right.

J. REJECTION OF PROPOSALS

The DPS resarves the right to regject any or dl proposas and to waive informalities and minor
irregularitiesin proposals received and to accept any portion of aproposa if deemed in the best interest
of the Vermont Telecommunications Relay Service.

K. NEWSRELEASES

News releases pertaining to this RFP, contract award, or VTRS operations shall NOT be made
without prior written gpprova from the DPS.

L. AWARD OF CONTRACT

Sdlection of the winning bidder will be made based on the sole opinion of the DPS that the proposal
submitted will be the most advantageous. Find contract award is subject to Public Service Board
approval.

M. AWARD WITHOUT DISCUSSION

The DPS reserves the right to make a selection without further discussion of proposals received.
Therefore, it isimportant that each proposa be submitted in the most complete and accurate manner

possible.
N. CONTRACT DOCUMENT

After PSB approva, the DPS will require the successful bidder to sgn a contract with the DPS which
will include the fallowing dements

1. The Terms and Conditions;
2. The bidder's Proposa in response to the RFP, with amendments, if any; and
3. The RFP.

All of the above items together, including any modifications or clarifications, will condtitute a complete
contract.
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0. CONTRACT CANCELLATION

The DPS reserves the right to cancel any contract resulting from this RFP, for cause, as will be defined
in the Terms and Conditions of the fina contract.

P. CONTRACT DURATION

This RFP requests a proposd for servicesto be offered under atwo-year contract with an option to
renew for two additiond years. The terms of the option will be detailed further in the contract, but will
indude a least the following:

1. Contractor must give notice of eection to exercise the option not more than ten months
and not less than eight months prior to the expiration of the second year of the contract.

2. Eligibility to exercise the option will be conditioned upon two DPS findings: (a) that
there has been adequate performance, including full compliance with the terms of the
contract, prior to the contractor's giving of notice that it wishesto exercise the option;
and (b) that no material amendments, to which the contractor declinesto agree, are
necessary for quaity provision of services.

Q. CONTRACT MODIFICATION

It is possible that FCC decisions, adminidrative, judicid or legidative decisons, or changesin
technology or market conditions, may make it necessary or desirable to modify the Contract.
Procedures for modification will be defined in the Contract document.

R. LIMITED LIABILITY

The DPS assumes no liahility in any fashion with respect to this RFP or any matters related thereto. All
prospective service providers and their assgns or successors, by their participation in the RFP process,
shdl indemnify, save and hold the DPS and its employees and agents free and harmless from al suits,
causes of action, debts, rights, judgments, claims, demands, accounts, damages, costs, losses and
expenses of whatsoever kind in law or equity, known and unknown, foreseen and unforeseen, arising
from or out of this RFP and/or any subsequent acts related thereto, including but not limited to the
recommendation of a service provider to the PSB and any action brought by an unsuccessful
prospective service provider.

S. VENUE

The laws of the State of Vermont, U.S.A., shdl govern in connection with this RFP and the formation,
performance and the legal enforcement of any resulting contract.

1. ADMINISTRATIVE REQUIREMENTS
A. PROPOSAL SUBMISSION
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Proposals are to be submitted to:

Deenal. Frankel

Vermont Department of Public Service
112 State Street Drawer 20
Montpelier, Vermont 05620-2601

To be consdered, proposals must be received by DPS on or before 4:30 p.m., January 9, 2006. No
proposaswill be accepted after thistime. Bidders mailing their proposds shdl dlow sufficient mail
delivery time to ensure receipt of their proposd by the time specified. The proposal package shall be
delivered or sent by certified mail to the DPS address listed above. Proposals will not be accepted by
fax or other eectronic transmisson.

An origind and six copies of the proposal must be submitted. In addition, bidders shall submit an
electronic copy of their proposal, excluding attachments that are not available dectronicaly, by the due
date and time. Electronic proposals may be submitted by email to deenafrankd @state.vt.us or may be
included in Word (read only) or PDF format on a CD or diskette submitted with hard copies.

B. LATE PROPOSALS

Late proposals will not be accepted. It is the responsibility of the bidder to insure that the proposd is
received by the DPS on or before the proposa due date and time.

C. PROPRIETARY/CONFIDENTIAL INFORMATION

Any regtrictions on the use or ingpection of materia contained within the proposa shdl be clearly stated
in the proposd itsalf. Written requests for confidentidity shal be submitted by the bidder under
separate cover, with the bidder's proposal.

Proprietary/confidentid information must be printed on colored paper different from the
non-confidential materid in the proposal and easily separated from the rest of the proposd. Proprietary
informetion, if any, will be handled by the DPS in accordance with its standard protective agreement,
which forms Attachment B of this RFP. Proprietary information submitted eectronically should be
contained in separate files from non-proprietary information and the filing naming should clearly
indicated the presence of confidentid materid.

D. BIDDING COMPANY

If abidder is owned or controlled by a parent company, the name, main office address, and parent
company's tax identification number shal be provided in the proposdl. If abidding company is
independently owned, the name, main office address, and tax identification number of the bidding
company shdl be provided in the proposa.

E. DISABILITY REPRESENTATION
Bidder shall indicate experience with saff and customers who are disabled, and how such experience
will affect the proposed service. A review of company performance of services to people with
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disabilities, is requested. Explain the bidder's commitment to recruiting and hiring people with disahilities
and the extent to which people with disabilities are represented in the organization's management and
board of directors.

F. SUBCONTRACTORS

Planned use of subcontractors shal be clearly explained in the proposa, including terms of any
subcontract. Bidders must include a copy of any proposed subcontracts with the proposd, if available.
All subcontracts must comply with the bidder certification requirementsin 8l11.M. The prime contractor
shdl be responsible for dl contract performance whether or not subcontractors are used. The only
contact with the DPS will be the prime contractor.

G. CONTRACT MANAGEMENT

Bidder shdl state how the contract will be managed to assure compliance and the satisfaction of the
DPS, and the Advisory Council. Respongble individuas should be identified by name, title, and
description of function.

H. NON-COLLUS ON

The bidder shall affirm that: the proposed bid price has been arrived a independently without collusion,
consultation or communication as to any other bidder or with any competitor; the said bid price was not
disclosed by the bidder and was not knowingly discussed prior to submission, directly or indirectly,
with any other bidder or with any competitor; and, no attempt was made by the bidder to induce any
other person, partnership or corporation to submit or withhold a proposal for restricting competition.

l. FINANCIAL HISTORY

To dlow the DPS to evduate the financid responghility of the bidding company, the following items
shdl be submitted with the proposal for the bidding company and its parent company:

1 Audited Financid Statement or 10K Report for the most recent two (2) years, including
a aminimum:

a gtatement of income and related earnings;

b. cash flow statement;

C. balance sheet, and

d. opinion concerning financid statements from a CPA;
2. Primary banking source letter of reference.

Thisfinancid information also is required of any subcontractor which is expected to receive more than
ten (10) percent of the vaue of the contract.

J. EXPERIENCE & CUSTOMER REFERENCES
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The bidder shall submit alisting of al current and past contracts to provide telecommunications relay
sarvice. For each of these contracts the following information should be presented: (1) term of the
contract; (2) location of the Relay Center(s) providing service; (3) current monthly cal volume, or
monthly cal volume at contract termination if contract is not current; and (4) name and telephone
number of the contact person in the contracting entity. For each Relay Center it operates, bidder shdl
aso lig the contracts served and the monthly cal volume.

K. ORAL PRESENTATION/SITE VISITS

Bidders may be asked to make ord presentations or to make thair facilities available for aste
ingpection by the DPS. Any darifications to a bid response resulting from these sessons will bein
writing and will be incorporated in the bid response.

L. CONTRACTOR'SPERFORMANCE BOND

The Contractor will be required to furnish a performance bond equd to the tota projected annua price
of thefirst year of the contract.

M. BIDDER CERTIFICATIONS

1. Each person signing a proposal certifies that he or sheisthe person in the bidder's
organization responsible for, or authorized to make, decisions as to the prices quoted
and that he or she has not participated, and will not participate, in any action contrary to
the Non-collusion requirementsin § I11.H.

2. Non-discrimination:

a During the duration of any contract awarded as aresult of bids submitted under
this RFP, the contractor and its subcontractors shall comply with the
requirements of Vermont's Fair Employment Practices Act, 21 V.S.A.88 495,
495af, and 495 h, asit may be amended by the legidature. Vermont's Fair
Employment Practices Act now prohibits, in the absence of abonafide
occupationa qudification, specified employment-reated decisons and actions
based upon an individud's race, color, religion, ancestry, nationa origin, sex,
sexud orientation, place of birth, age (18 years and over), HIV gatus, physical
or menta condition.

b. During the duration of any contract awarded as aresult of bids submitted under
this RFP, the contractor and its subcontractors shal aso comply, in the
provision of the services contracted for, with Vermont's statutes, as they may
be amended by the legidature, prohibiting discrimination in public
accommodations, 9 V.S.A.88 4501-4507. Such public accommodations laws
now prohibit withholding or denying any accommodations, advantages, facilities
or privileges of the place of public accommodation from a person based upon
race, creed, color, national origin, marita satus, sex, sexua orientetion, red or
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perceived handicap unless otherwise permitted by law.

C. During the duration of any contract awarded as aresult of bids submitted under
this RFP, the contractor and its subcontractors shal dso comply, inits
employment practices and in the provision of services under the contract, with
al gpplicable Federd antidiscrimination laws, including among others Title VII
of the Civil Rights Act of 1964 and the American with Disabilities Act of 1990.

d. The contractor shdl include the above nondiscrimination provisons and
requirements in al subcontracts to perform work under the contract.

3. Personnel: The contractor shal not knowingly engage on afull time, part time, or other
basis (except on a volunteer basis) during the period of this contract, any individua
involved in preparation of this RFP, or the sdection and/or award of this contract.

N. COMMENCEMENT DATE
Service must commence on July 1, 2006.
0. LOCATION OF CALL CENTER(S)

Bidder must gtate the location of the call center or centers that will provide service under the contract.
For each center to provide service under the contract, bidder must list other states served and interstate
services provided. The following information should be provided for each center:

. A brief higtory of the center.

. An organizationa chart showing numbers and levels of employees, including number of
CAs employed.

. Brief synopsis of experience and qudifications for each manager by title.
. Number of cals handled monthly by the center.

. Current cgpacity utilization.

. Expansion cgpability and plans.

. Performance statistics by month for the past year, including daily average speed of
answer, daily percent of cals answered in ten seconds, blocked calls, and abandoned
cdls.

. Complaint and commendation statistics for the past yesr.
P. PAYMENT

After the close of each month, the contractor will submit an invoice to the DPS for the previous month's
work. The DPSwill act expeditious in forwarding the invoice for payment to the State Finance Division.
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IV.OPERATIONAL REQUIREMENTS
A. OVERVIEW

This section of the RFP lists and describes the specific operationa functions that fal within the scope of
telecommunications rday service. The operationa functions listed here are the e ements which will be
evauated as the bidder's Technicad Proposa. The Technical Proposa should be presented in the same
order and numbered the same as Section IV of the RFP.

B. COMPLIANCE WITH FCC REGULATIONS

The bidder must clearly gtate its commitment to be in compliance with FCC regulations and describe
how it will assure that any changes to FCC regulations will be implemented expeditioudy at the bidder's

expense.
C. SCOPE OF SERVICE

The relay service shdl be designed to enable two-way communication between an individual who uses
atext telephone or other nonvoice termind device and an individua who does not use such adevice.
Therelay service also shdl be designed to provide a means whereby a speech-disabled person may
communicate with voice telephone users through the use of speciadly trained CAs who understand the
Speech patterns of persons with speech disabilities and can repesat the words spoken by the person.

The DPSisinterested in providing the most codt-effective and efficient, and highest quality, relay
service possible. Each proposal shall include a comprehensive description of the methods used to
satisfy the RFP requirements. All responses shdl addressin detail how the following will be
accomplished.

1. Equipment

Furnish al necessary tdecommunications equipment and software. The transmission circuits
shall meet or exceed FCC interexchange performance standards for circuit loss and noise.
Tdecommunications equipment, including sation terminds, shal be capable of receiving and
transmitting in both Baudot and ASCII codes at any speed generdly in use and shdl be capable
of automaticaly identifying incoming TTY dsgnds as either Baudot or ASCII. All equipment
shdl be compatible with industry-wide sandardsfor TTYs.

2. System Desgn

The bidder shdl explain the type of equipment and staffing level requirements necessary to meet
the service standards and handle the types of cals and projected cal volumes.

The bidder shal demondrate its cgpability to adapt to improvements in communications
equipment technology and to implement state of the art technology for provision of relay
sarvice.

3. VTRS Toll-Free Numbers and 711 access
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The bidder shdl indicate how retention of current VTRS toll-free numbers will be procured for
the contract period beginning July 1, 2006, and how the bidder will ensure continuous access
via 711 trandations by loca exchange companiesto the bidder’ s service.

4. Network Access

The service will make available to consumersintradtate, interstate, and internationa caling, with
only the cost of intrastate calls to be paid under the contract. Vermont isaone-LATA date.

5. Service Rdiability
The proposed relay service must be designed to meet the following rdiability specifications:
a Uninterruptible Power.

The system shdl provide uninterrupted power for aminimum of eight hours. The
uninterruptible power system (UPS) must support the switch system and its peripherds,
switch room environmentas (air conditioning, fire suppresson system, emergency lights
and sysem darms), CA consoles/terminas, CA work site emergency lights, and Call
Detail Record (CDR) recording.

b. Switching System.

Bidders must outline plans to ensure that no cdls are dropped due to processor failure.
Bidders must explain the built-in redundancies needed to maintain required levels of
sarvice in the event of preventative maintenance, power outage, or other causes that
would shut down the processor.

C. Intercept Messages.

| ntercept messages as appropriate shdl be provided if a system failure occurs within the
relay switch or on outbound circuits. Both voice and TTY messages shdl be provided.

d. Disaster Recovery Plan.

The bidder shdl create and provide a complete plan for dedling with al types of natura
and man-made problems. A primary requirement is to notify the DPS immediately if a
magor problem occurs. In addition, the plan should detail the steps which will be taken
to deal with problems and restore relay service.

6. Service Expansion

Bidder will dso show the cgpability of expanding services in response to increasing demand up
to the maximum cal levelsidentified in the Price Quotation in 8 V. Bidder shdl develop and
illugtrate in its proposa a detailed plan of how this expansion will be accomplished. The plan
shdl include, but not be limited to, trunking capacity, CA work gations, personnel staffing and
equipment capacity. The plan shal dso indicate the time lag required to meet any increased call
volume. The above plans shdl be able to maintain dl standards listed in the RFP. Furthermore,
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10.

the service ddivery procedures shdl permit the most cost-effective use of available resources.
New Technology

The user communities, the relay center, and the DPS should be alowed to benefit from
advancing technology. Bidder will describe the methodology and processit will use to keep
abreast of technologica changesin the provison of relay service and to ingal new technologies
as they become available. Bidder will agree to inform the VTRS adminigrator and the VTRS
advisory council of the introduction of new technologies.

Providing Qudified Staff

Each proposd shdl include a plan to insure the active recruitment and hiring of people with
disabilitiesincluding individuas who are deef, hard-of-hearing, Speech disabled, and deaf-blind.
Emphasis shdl dso be given to recruiting and hiring individuas with American Sign Language
(ASL) and relay service experience and with experience working within the def,
hard-of-hearing, and/or speech disabled communities. Each proposa must include:

a Statigtics of employees with disabilities for the company as awhole and for the TRS
portion of the company separately.

b. For the center or centers which will provide servicesfor VTRS, identification of
employees, by title, who have disabilities and employees who are desf, hard-of -
hearing, or speech disabled.

C. A hiring practices plan documenting outreach to deaf and disabled persons. DPSis
epecidly interested in evidence of commitment to hiring disabled individudsin generd,
and dedf individuasin particular, for management postions.

Disability Awareness

All relay center gtaff, including management, shdl recaive training in ASL "gloss' and grammar,
deaf culture, speech disability issues, and ethics and confidentidity. Each proposad must include
an outline of agaff training plan for disability awareness, indicating training topics and time
frames as wdll asindividuas or organizations representing the deaf community used to assst
with the training.

Voice and Hearing Carryover, and Captioned Telephone

Contractor must provide both voice and hearing carryover capability. Voice carryover dlows a
hearing impaired person with understandable speech to speak directly to a hearing person and
receive the message typed back onthe TTY . Hearing carryover dlows a speech-impaired
person with hearing capability to directly hear what the other party is saying and type back his
or her message which is spoken by the CA. Voice carryover service must include captioned
telephone voice carryover. Caption telephone permits, on one standard telephone line, the user
to both listen to what is said over the telephone line and simultaneoudy read captions,
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11.

12.

13.

14.

15.

16.

generated through voice recognition software, of what the other person is saying with no typing
involved.

Speech-to-Speech

Contractor must provide speech-to-speech relay service. Thisisaform of relay that enables an
individua with a speech disability to use his or her own voice or a speech synthesizer in order
to engagein areay cdl. The sarvice utilizes arelay agent with specidized traning and ability in
recognizing and relaying the speech of persons with speech disabilities to voice for the caler.

In-State Toll-Free Numbers

If the center or centers serving VTRS islocated outside of Vermont, bidder will describe the
technology and/or procedures that will be used to cal in-state and regionaly-restricted toll-free
numbers and to call the business offices of locad telephone companies which have specid
prefixes identifying the cal astoll-free.

Intragtate Toll Cdls

Intrastate toll calls (those requiring a 1 to did; does not include measured service) placed
through the rdlay service shdl be billed to the cdler a one haf the rate that would gpply if the
cals had been placed without the use of therelay. That is, rates for intrastate service shdl be
discounted 50 percent for al users of the relay system. Bidder must provide a complete
description of billing procedures for the intrastate toll discount including a statement of what
entity will carry the cal, what entity will bill the call, and what entity will receive the toll revenue
for thevirtua cdl. Bidder must provide a copy of the intrastate toll rates that will be billed to
relay users. If the rates are different from tariffed rates less 50 percent, the provider must show
in detail how the rates differ from the tariffed rates.

Interstate and Internationa Calls

Accessto FCC certified, Federdly funded, interstate and internationa relay service will be
provided by VTRS.

Accessto Interexchange Carriers & Operator Services

The VTRS provider will alow the relay user to choose his or her preferred interexchange
carrier when placing toll calls though relay. The relay agent is not required to verbdly offer the
option, but must describe the option when asked by arelay user. An explanation of carrier of
choice must be included in dl gppropriate rlay publications and materids. The provider must
maintain alist of participating long distance carriers and mugt, on an annud basis, mail to IXCs
who do not participate aletter inviting them to become a part of relay carrier of choice.

Billing Arrangements

The capacity to charge relay usersfor collect cals, person-to-person cdls, and cals charged to
athird party is required. The capacity to bill any Vermont loca exchange company calling card
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17.

18.

19.

and any non-proprietary interexchange company caling card is required. For tall cdls, the rday
user shdl be hilled for conversation time (the time, in minutes and seconds, from the moment
when the rleay cdler is connected with the called telephone number and the conversation begins
until the caler hangs up), not call set-up time, in between cdls, and wrap-up time. The calls
shdl be hilled from the city where the cdler isto the city where the cdled party is, not to the
relay center. The proposal must include a complete description of how relay userswill be billed
for dl calls This description will include the procedures for obtaining information from the local
exchange companies, whether the billing will be performed in-house or contracted, alist of
gpecific credit cards to which cals can be billed, and a sample bill format.

Charges for Services

Cdlsusing therelay service shdl be a no codt to the person making the call, except for
goplicable intrastate or interstate tolls.

Answering Machine and Voice Mail Procedure

The following minimum procedures shal be used for processing relay cdlsthat reach an
answering machine or voice mail:

a The CA will inform the cdler when an answering machine or voice mail has been
reached.

b. When the rday cdler isatext user, and if the answering machine message islong, the
CA will record the message, and convey it to therlay user in its entirety.

C. The CA will relay the complete outgoing message verbatim including the option for the
relay caler to leave amessage if stated on the outgoing message.

d. The CA will leave the rdlay cdler’s message (voice or text).
e The CA will confirm to the caller that the message has been | ft.

f. The rday cdler will be charged for only one cdl (thefirgt cdl) regardless of the number
of cdlsthat may be required to retrieve and convey the answering machine message
and/or to leave a message.

If the caller reaches and answering machine or voice mall, if necessary, the CA will record the
voice announcement, and then relay the message back to the caler without having to cal back
each time to get the entire message. Once the relay call is completed, the recorded message
must be deleted. This may not work with voice menus.

Voice Menu Procedure

CAsshdl, to the extent possible, convey the message to the text relay user as quickly as
possiblein order to processtherelay cal as quickly as possble. Therelay caler will be
charged for only one cdl (thefirgt call) regardless of the number of cdls that may be required to
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20.

21.

22.

23.

24,

25.

26.

retrieve and convey the voice menu message.
One-Line Answering Machine or Voice Mail Retrieva

Relay users must be able to cal VTRS to retrieve voice messages from answering machines or
voice mail without connecting to the third party. The relay agent will record messages from
answering machines or voice mail and then relay the message back to the cdler. Once therelay
cal is completed, the recorded message must be deleted.

Cdl Billing Record

Bidders must pecify the system for identifying and documenting long distance and toll calsfor
billing purposes.

Bidders must dso fully describe the billing system and billing process that will be used, including
identification of any subcontractors, specific duties of the subcontractors, how the billing record

detall will be transmitted to the billing agent (if any), how charges will appear on the end user's
bill, and how confidentidity of customer identification information will be maintained.

Accessto Loca Exchange Company Enhanced Services

The bidder will explain how arday user will be able to use loca exchange convenience services
in conjunction with aredlayed cdl. The following services should be addressed: cdl forwarding,
three-way cdling, cdler 1.D., and last number redid. If not currently available, bidder should
describe steps that will be taken to enable the service to be provided to relay users and the
anticipated time frame for accomplishing these steps.

Cdle ID and VTRS Identification on Cdler ID

The provider shal explain the Sate of its ability to offer Cdler ID. If the provider is unable to
offer true cdler ID, or in those ingtances in which true cdler ID is unavailable on certain cdls,
the provider shal assure thét its toll-free trunks/phone lines are registered with the local phone
companies as“VT Teecommunications Relay Service’ in order for Cdler 1D subscribersto
view thislabel on their Caler ID boxes. The company’s corporate name must not appear on
Cdler 1D boxes when a subscriber receivesaVTRS cdll.

Use of ANI

The bidder will explain how Automatic Number Identification (ANI) technology will be utilized
so that no cdler is required to give hisher originating number, except in ingtances where ANI
information is not available from the local exchange carrier (LEC).

Mobile Radio, Paging, Cdlular and Persond Communications Services Cadls

The bidder will explain its capability for handling cdls originaing and terminating viamobile
radio, paging, celular and PCS, including capability for appropriate billing for each type of cal.

Access to 9xx and 8xx Pay-Per-Call Services
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28.

29.

30.

31

32.

The bidder shdl alow accessto 9xx and 8xx number servicesthat charge for usage. The
bidder must dlow for billing of the end user for such pay-per-cals. Also, the bidder must
identify how it will determineif the end user’s phone number is blocked from making such cdls.
The 50 percent discount rate for intrastate relay calls does not apply to pay-per-calls.

Customer Preference Database

To assigt in making relay cals more efficient, the VTRS provider shdl provide a database of
users cal preferences such astype of cdl, billing information, speed diaing, dow typing,
carrier of choice, etc. Thisinformation will gppear on the CA screen when auser cdlstherelay
center from the registered ANI. The relay user must be able to provide information to create or
modify his or her record on-line, by mail, or by phone via customer service personnd. This
process should be efficient and easy for relay users to access and understand.

Type of Transmission

The bidder shdl be able to process relay cdls made by digitd and analog transmissions,
including enhanced speed as developed by TTY manufacturers. Enhanced speed codes to be
used in VTRS need to be well established nationdly before they can be used in VTRS.
Examples of ubiquitous enhanced speed would be “ Turbo Code” from Ultratec, “ Fast Type”
from Krown, or “High Speed” by Ameriphone. Please indicate what type of enhanced speed
will be used, if any, in the proposed relay platform.

Automatic Error Correction

Bidder’s system shdl be equipped with an automatic error correction function to autometicaly
correct CAs' common typographica errors. Bidders shdl briefly describe the error correction
systems that will be deployed and give the size of dictionary used by the system.

Bilingua Services
The bidder shal describe how it could provide full relay (not trandation) servicesto userswho
have French astheir primary language, not English or ASL. The bidder should indicate the

additiona cost of the service described over the contract bid price (do not include this service
inthe billable minute pricein 8 V.C.a)

ASL to English Trandation

Reday agents must trandate the typed language of relay users whose primary language may be
ASL or whose written English language skills are limited to conversationa grammétically
correct English. Thisisto asss in clearer understanding between the two parties. If text users
indruct the relay agent to type verbatim, agents will follow such ingructions

Community Outreach

Community outreach to users, potential users and the generd public are an integral part of
VTRS. Bidders shdl describe how they will carry out, a a minimum, the following scope of
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33.

work:

a Provide avigble presence in desf community organizations and getherings to hear
feedback about VTRS and to provide information about program enhancements and
changes.

b. Develop and widdy didtribute an gppropriate range of printed materia describing
VTRS to different users and potentid users of the system.

C. Maximize news and feasture media coverage of VTRS.
d. Publish at least two newdetters per year.

e Utilize presentations and other interpersond contact with all target groups to provide
information and answers questions about the service.

f. Create and implement a promotiona plan for speech-to-gpeech designed to increase
usage of that service, which is currently virtualy unused.

s} Produce and digtribute promotiona items to users and potentia usersin Vermont. Items
may include, but are not limited to, magnets and pens. Bidders should propose the
amount and type of itemsto be produced. Actua design of the items shall be
undertaken in consultation with the VTRS advisory council, with fina gpprova by the
contract adminigtrator. Promotiond items shal be specific to Vermont and shall not be
branded with the provider’s corporate identity.

h. Maintain awebsite providing comprehensive information for users and potentia users
about VTRS.

I. Work with loca exchange companies to ensure that al telephone directories carry
gppropriate information about VTRS including information about 711.

All materias shdl be developed in consultation with the VTRS advisory council, with find
approva by the contract administrator, except that nationaly produced materiasthat are
generic to the service may be made available for digtribution in Vermont as gppropriate and
shdl not require gpprova or consultation. Materials produced specificdly for Vermont shal not
be branded with the provider’ s corporate identity.

Bidders shdl explain how they will staff outreach, including whether an account representative
and/or outreach person will be located in Vermont. If a representative will be located in
Vermont, explain what percentage of that person'stime will be devoted to VTRS.

Consumer Input

Bidders shdl describe their plansto include VTRS users in the on-going evauation of the
service. The plan should explain methods for gathering consumer input on aregular basisand a
description of how the recommendations from these evauations will be incorporated into the
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policies and procedures of the relay center.

The evauations shdl not come from those directly or indirectly involved in operating the relay
center or its corporate associates. This does not preclude the provider from conducting
additiond interna evauations which use relay saff. The results of any consumer evauations or
surveys shdl be reported to the DPS in atimely manner.

VTRS Advisory Council

The bidder shdl explain how it will work with and interact with the VTRS Advisory Council
composed of the following members: one representative of the DPS, who shdl act as chair and
who shall be designated by the Commissioner of DPS; one representative of the Department of
Aging and Disabilities who shdl act as vice-chair; two representatives of the deaf community;
one member of the hard-of-hearing or speech impaired community; and one representative of a
company providing local exchange carrier service within the state.

The VTRS Advisory Council has been established by statute to “advise the Department of
Public Service and the contractor on al matters concerning the implementation and
adminigration of the state's tedlecommunications relay service.” The Council meets quarterly.
The bidder should describe how they will actively solicit and incorporate input from the
Council. At aminimum, this plan should include attendance by the vendor’ s account
representative or gppropriate designee at each council mesting.

By datute, "The members of the Council who are not officers or employees of the Sate, shall
receive per diem compensation and expense rembursement in amounts authorized by §
1010(b) of Title 32. The costs of such compensation and reimbursement, and any other
necessary adminigtrative cogts shall be included within the contract. The bidder should include
al costs of the Advisory Council, including refreshments, interpreters, and travel and per diem
codts, as part of its base price quotations, using a $50.00 per diem rate. Four members of the
Council receive per diem reimbursement.

Video Rday Service (VRS) and Internet Protocol Relay (IP Relay)

Bidders shall indicate their capacity to provide VRS and IP Relay. Bids shdl not be rgjected
due to the bidder’ s inability to provide VRS or IP Relay. DPS seeks thisinformation as part of
an overdl assessment of bidder services, recognizing that, at present, these services are
reimbursed fully from the interstate TRS fund.

SYSTEM STANDARDS

The underlying standard of the relay system shall be to provide users access to the tel ephone network
which isfunctiondly eguivalent to that provided to those who are not impaired in their ability to use the
telephone. To achieve that standard, the rlay system must have the following characterigtics.

1.

Hours of Service
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VTRS shdl provide aconsstent level of service 24 hours per day, seven days per week, 365
days per year.

2. Usge

No redtrictions shal be placed on the length or number of calls placed by customers through the
relay center

3. Blockage Rate

No more than one percent of cals a the busiest hour will be unable to be delivered to the relay
center network due to inadequate facilities. No more than one percent of cals may be blocked
daly.

4, Answer Time and Promptness of Service

At least 85 percent of the calswill be answered by a Communications Assstant (CA) within
ten seconds measured daily. No more than 30 seconds shall e apse between receipt of diding
information and the diding of the requested number.

5. Operator and Directory Assistance

TTY usarsrequiring operator assistance will be given the toll-free number for operator services
for the deaf. Userswill be able to access locd and long distance directory assistance through
TRS. Locd directory assistance cals must be billed to end users a the same rates (or less) that
are billed by the locad company serving the end user. Long distance directory assstance cdls
must be billed a the TRS provider stariffed rate or a the tariffed rate of the carrier used for the
long distance directory. The Vermont Universal Service Fund shdl not be billed for directory
assistance cdls other than for associated conversation minutes.

6. Complaint Resolution

Provider shdl fully describe procedures for handling complaints, inquiries, and comments
regarding VTRS sarvices and personnd. Center staff shdl voluntarily offer the DPS's
Consumer Affairs TTY Hotline/consumer complaints number when consumersindicate, directly
or indirectly, that they are not satisfied with Center staff response to their complaints. The
procedure and the Hotline number shall be described in appropriate printed outreach materid.

The provider shal insure that any cdler to the rday center having a complaint will be ableto
reach a supervisor or administrator while ill on line,

All complaints received by the provider from any source shdl be documented, including their
resolution, kept on file, and forwarded to the DPS monthly.

7. DPS Complaint Resolution Support

Bidder shdl provide the DPS Consumer Affairs & Public Information Divison with TTY
equipment to enable DPS gtaff to communicate directly with consumers who have complaints
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10.

and inquiriesfrom TTY usars. The TTY tall-free Hotline number must be displayed prominently
on any print materia developed by the provider specificaly for Vermont. The provider shall
aso pay transportation and expenses for one training trip annualy for one DPS saff or
designated representative to become familiar with its relay operation and be prepared to handle
consumer complaints and other VTRS matters.

Conflict of Interest

To avoid the appearance of a conflict of interest, bidders shall demondtrate in their bids that
they will operate this as an independent relay service. Bidders shdl not use any information
obtained from relay calsfor any other services they may provide to users of the relay system
and shdl not make any such information available for sde.

Useof theterm "TTY"

Theterm "TTY" will be used conggently in the VTRS, rather than the term "TDD," when
referring to atext telephone. The term "text telephone” may aso be used in descriptive materid.

No corporate branding of the service

The service shdl be referred to as the Vermont Telecommunications Relay Service and shall
not be branded with the corporate name of the provider unless specific written permisson is
given by the DPS contract manager.

CA STANDARDS
Minimum CA Qudifications
Bidders shal specify how they plan to demondrate that CAs meet al necessary proficiency

requirements. CAs shdl be able to quickly and accurately type conversations. Thiswill include,
but not be limited to:

a Basc sillsin English grammar.
b. A minimum typing speed of 60 words per minute.

C. Minimum spdling skills, meaning the ability to quickly and easily spell words
comparable to a beginning college level conversation.

d. Diction, clarity, and formality of speech at alevel gppropriate to communication
between business professonds.

e Ability to understand desf people using limited English, ability to trandate typewritten
ASL into English, and &bility to trandate limited written English to correct English.
Bidders shal demondtrate how they plan to train CAsin this regard. Furthermore,
bidders shdl indicate & what level they congder CAsto be fully trained in this capacity.

f. The bidder shdl require dl prospective Communications Assstants to teke and pass a
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quantifiable, performance-based Relay CA Proficiency Examination. Any CA who
cannot pass this examination within a three-month training period shal not be utilized as
arday CA. Bidder must submit a copy of the CA Proficiency Examination that will be
used. If an exam does not currently exi<t, bidder must provide a detailed outline for an
exam to be developed and atime frame for full development and implementation.

CA Traning

Each bidder shdl demondrate how on-going CA training will be provided by including with its
proposa an outline of aproposed CA training plan, including descriptions of required classes.
The provisons for CA training shal include, but not be limited to, ASL “gloss’ and grammar,
deaf culture and etiquette, needs of speech disabled users, operation of relay

telecommuni cations equipment, procedures, ethics and confidentidity, professona judgment,
and Vermont specific information such as pronunciation of town names and other conventions.
Training shdl incdlude both smulated and live on-line cal handling.

Appropriate portions of in-service training for CAs shal be provided by experts from the desf
and speech disabled communities in the field of language interpreting, ASL and deaf culture and
gpeech disability. Alternatively, the contractor must demongtrate that such expertise existis on
gff.

Bidders should include in the training plan provisons for ongoing CA training to refresh skills
and inform and update CAs on issues and topics pertinent to the deaf, hard- of-hearing, and
speech disabled communities.

Trainees should be identified to both parties at the outset of each conversation.
Procedures for Relaying Communication

CAs mugt convey the full content, context and intent of the communication they trandate. The
key word is intent. Unless requested otherwise by a user, the CA shdl relay dl cals according
to the following procedures.

a CAs shdl identify themsdvestoa TTY user by number and gender at the beginning of
each cdl and by number to avoice caler. Requests by users for an CA of aparticular
gender shal be honored.

b. Unless directed otherwise by the user, CAs shdl trandate into standard English calls of
users who have limited written English language skills so that hearing persons can
understand the cal and communication can occur. The hearing person's English must be
trandated back into written English at alevd that the deaf person can understand. TTY
users may ingruct the CA to voice in sandard English or word for word that which the
TTY user types.

C. CAsshdl, to the best of thair ahilities, let the TTY user know the non-TTY user's tone
of voice. Whenever possible, characterizing of tone will first be conveyed with
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descriptive words such as “ydling,” “crying,” “loud,” “quiet,” or “foreign accent.” These
words shal be in parentheses. If it clear to the relay agent that the tone of voice is more
emotiona than the descriptive sound words can provide, then the relay agent can type
something such as* (sounds angry)” in addition to the descriptive sound wordsiif it
makes the conversation clearer. Such descriptions and other smilar utterances shal be
in parentheses, preceded by the word “sounds.” The TRS shdl provide a
comprehensgive list of possible descriptive sound words as well as possible list of
emotiona termsthat will be used for “(sounds adjective)” for the VTRS administrator
and advisory council to review. CAs may aso be crestive in the ways that they may
convey the hearing person’ s vocdizations to the text user. If the voice rlay user
“groans’ or “hums’ these could be relayed as“ooohh” or “hmmm.” An excited “yes’
may be relayed as “yesssssl!!” The TRS provider should provide training in voice tone
conveyances as part of the overd| agent training.

CAs shdl aso keep the user informed on the satus of the call, such as diding, ringing,
busy, disconnected, fax tone, recording or on hold.

The TTY user shdl have the option of telling the CA what aspects of the call that he/she
will handle. For example, the TTY user may request to introduce relay servicesto the
cdled party, rather than have the CA doit.

The CA shdl typetothe TTY user or verbaizeto the non-TTY user dl that issad
when the cdll isfirs answered and a al times during the conversation, unless either
party specificaly requests otherwise.

When the CA needs to explain relay to a hearing user, the CA shdl dso type
“(explaining relay)” for the benefit of the TTY user. Conversely, when the CA needsto
explanrday toaTTY user, the CA will inform the hearing user that the CA is
explaining relay. Upon request by the user, the CA shdl not announce acall asarday
cdl, permitting the cdler to provide explanation, if any. The CA shdl not indicate that
the TTY user isdedf, hard-of-hearing, or speech disabled unlessthe TTY user requests
that information to be relayed.

When spegking for the TTY user, the CA shall adopt a conversationd tone of voice
gppropriate to the type of call being made.

CAsdhdl indicatetothe TTY user if another person (hearing) comes on the line.

CAswill gay with arday cal for aminimum of ten minutes with the exception that if a
CA isrdaying a Speech-to-Speech cadll, the CA will be required to stay with the call
for aminimum of fifteen minutes. The bidder must describe procedures used for
relieving CAs during acal, if necessary. Description should include under what
conditions relief during calsis permitted, when during acdl it is permitted, and what
procedures will be followed to inform the parties.
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K. When alineisbusy, the CA shdl redia as many times as requested.

l. All comments directed to either party by the CA shal be rdlayed. These comments shdll
be typed in parentheses, for example, “(Will you accept a collect cal?)” All comments
directed to the CA by either party shall aso be relayed, for example, “Yes, I'll accept
the collect call.”

m. If either party usesthe third person, the CA shdll relay in the third person.

n To correct atyping error, CAs shall not backspace, but continue in aforward direction
by typing “XX” (common TTY convention for error) and then typing the word
correctly.

0. CAs shdl verify spdling of proper nouns, numbers and addresses that are spoken. This
shdl berdayed asdiscussed in | above.

p. The CA will gtay on the line until both parties have terminated the call. CA will ask the
user if additiond cals are desired. If necessary to process acomplant or compliment,
the call will be transferred to a supervisor.

Q. CAs shal not counsd, advise, hold persona conversations with or interject persond
opinions or additiond information into any relay cdl. CAs shdl not hold persond
conversations with anyone calling VTRS even if prompted by VTRS users.

r. Cdlers shdl not be required to give their full names or the full name of the party they
are cdling. Thisinformation shdl not be recorded in any form without the permisson
and knowledge of the caler (except for long distance hilling purposes). It is understood
that for some cals, having the full name would help facilitate the cal. The CA may ask
for that information and explain how it may facilitete their call. However, the CA shdl
not refuse to make a cdl if the caler does not wish to give full names.

S. CAswill uniformly recognize an “s’ typed by aTTY user a the beginning of acdl to
indicate that the user is gpeech impaired. Bidders shdl propose procedures for fulfilling
this requirement. This convention shdl be included in dl informational materia produced
and distributed to explain relay usage.

t. CAswill leave or retrieve messages on answering machines or other voice processng
systems. Bidders shdl describe procedures for obtaining any necessary system access
codes from the user and statements regarding the confidentiadity of that information.

u. The bidder will provide descriptions of the steps and a script of what the caler will
experience between diding of the last digit of the VTRS number and the CA diding the
number to be caled.

4, Confidentidity of Cdls
All cdls shdl betotdly confidentid which means no written or eectronic script shdl be kept
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beyond the duration of the call. CAs and supervisory personne shall not reved information
about any cdl, except the minimum necessary for billing purposes, including the information
below. CAs must be required to sign a pledge of confidentidity promising not to disclose the
identity of any calers or any information learned during the course of rdlaying cdls, either during
the period of employment as an CA or after termination of employment.

In addition, CAs should be trained not to reved the identity of fellow CAs unnecessarily, since
CAsidentified by name, and thus potentialy personally known in the desf, hard-of-hearing, or
speech disabled communities, defeats the concept of “transparency” of the rlay service and
may creste discomfort on the part of users.

a

DPS VTRS RFP

When training new CAs by the method of sharing past experience, trainers shdl not
reved any of the following information:

I. names, genders, or ages of the parties of the call;
. originating or terminating points of the call;
i. specifics of the information conveyed.

CAs shdl not discuss, even among themselves or their supervisors, any names or
specifics of any relay cdl, except in ingtances of resolving complaints. CAs may discuss
the generd Stuation that they need assstance with in order to clarify how to processa
particular type of relay cal. CAs should be trained to ask questions about procedures
without reveaing names or specific information that will identify the cdler. If auserisin
an emergency or life-threastening Stuation or causes an emergency Stuation to exist by
threatening the CA or relay center, names and specific information may be disclosed by
the CA to a supervisor to expeditioudy address the Stuation.

Watching or ligening to actud cdls by anyone other than therdlay CA is prohibited
except for training or monitoring purposes or other purposes specifically authorized by
the DPS.

Proposds shdl include a copy of the policies the bidder will use to preserve
confidentidity. Such policies may include protocols employees are encouraged to use to
prevent unintentional disclosure of relayed conversations. A copy of the confidentidity
policy shdl be provided to a user upon request.

A CA or supervisor who, after investigation, is found to have violated the confidentiaity
rules and regulations shal either be terminated immediately or be given awarning and
automaticaly terminated the second time it occurs. Proposals shdl specify the policy for
reviewing dleged violaions of confidentidity.

The contractor shal be restricted to collecting only that persond information necessary
to provide and bill for the relay service being rendered. Thisinformation shdl not be
used for any other purposes.
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5. Obscenity Directed to the CA

CAs do not have to tolerate obscenity directed at them. A proposa should specify how the
contractor will handle these Situations. It is acceptable to transfer callers using obscenities
directed at the CA to a supervisor to determine why the cdler is using obscenity and to explain
that thisisingppropriate.

6.  CA Counsding

Bidders are required to provide an on-going counsdling and support program for CAsto help
them ded with the emotiona aspects of relaying cdls. The bidder should describe this program

in the proposdl.
7. Saffing for Cal Volume/Usage Patterns

Bidder's proposal shall describe how the bidder will plan staffing patterns in response to call
volumes and usage peatterns.

8. Policy and Procedures Manual

Bidders shal provide with the proposal a copy of the existing, or acomprehensive outline of a
proposed, CA Policy and Procedures Manua which shdl include, but not be limited to,
confidentidity, handling of emergency and crisis calls, consumer complaints procedures,
consequences of non-compliance to poalicies, and functions and roles of a CA.

0. Emergencies

The State of Vermont has statewide Enhanced-911. Bidders shal outline how they will achieve
the fallowing:

a A policy for handling and referring emergency cdls. The policy should include
provisons for the CA to help the caller find the gppropriate emergency service number
through Directory Assistance. The policy should indicate how the TRS will interact with
Enhanced 911 to provide cdler location information.

b. An outreach/education program component to educate TRS users regarding the use of
E-911, rather than relay, for emergency calls.

F. SERVICE PROVIDER REPORTING REQUIREMENTS
1 Traffic Reports

The provider shdl report to the DPS by the 214t cdendar day of the following month the
following statistics for the previous month. (More frequent or more detailed reports shall dso be
available upon request.)

a Monthly summary detail record
I. Tota minutes of service and number of cals handled.
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. Totd billable minutes of service.
. Tota non-billable minutes of service,
b. Monthly detail of billable data. Totad minutes and total callsfor each of the following:
i. Local
. Intrastate
. Intrastate toll-free
V. 8XX and 9XX pay-per-call

V. Intrastate directory assistance
Vi. General assgtance
Vil. Intrastate busy/ring/no answer
vii.  Emergency
C. Monthly detail of non-billable data. Total minutes and totd cals for each of the
fallowing:
I Interstate

ii. Interstate toll-free

ii. International
V. Interstate directory assistance
V. Interstate busy/ring/no answer
d. Monthly device report. Total minutes of service, cals handled and average length of call
for each of the following:
I TTY Baudot
. TTY Turbocode
il Voicecdls
V. VCO
V. ASCII

Vi. Speech-to-speech
Vii. HCO
vii.  Captioned Telephone
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iX.

Other if any

e. Deayed cdl profile

Number of inbound calls (cals placed to the TRS centex(s))
Number of inbound calls placed in queue

Number in inbound calls answered from queue

Tota number of inbound calls abandoned from queue
Percent of abandoned cdlsto cdlsin queue

Cdlersin queue for each of the following time frames: lessthan 1 second; 1-5
seconds; 5.01-10 seconds; 10.01-15 seconds; 15.01-20 seconds; 20.01-25
seconds; 25.01-30 seconds; 30.01-40 seconds; 40.01-50 seconds; 50.01-60
seconds; 60.01-90 seconds; 9.01-120 seconds; 120.01-180 seconds;
180.01+ seconds.

f. Dally activity report

i.

i.
i
V.
V.
Vi.

p. Invoice format

Number of cdls handled for each day of the month
Average number of weekday cals

Average number of weekend cdls

Peak days and hours of operation

Daily average speed of answer

Daily percent of calls answered in 10 seconds

The bidder will submit the reporting format that will be used to provide al of the above
information. The bidder must include information on its capability to provide ad hoc reports
when requested.

3. Traffic projections

On an annua bass, the vendor must provide forecasted usage figures and cogts to the DPS for
the upcoming year. This forecast must be provided by December 15 of each year.

2. Other Reporting Requirements

a The provider shal report to the DPS the results of the user evaluations conducted in
accordance with 8IV.C.32.

b. The provider shdl provide monthly summary reports to the DPS regarding numbers,
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topics, and resolution of complaints received. Copies of dl individua complaint records
for the month will be sent with the Satidtics.

G. CONTRACT START-UP

The bidder shdl describe a plan for implementing TRS by July 1, 2006. The plan should describe how
the trangtion from the existing TRS carrier to anew contractor, if necessary, will be accomplished. The
plan shdl alow time as necessary to notify and educate relay users about any changes which the
trangtion may entail, and shdl describe the procedure for notifying and educating users as needed. The
plan shdl adso include atimeline of critica dates for mgor steps in the implementation process from
contract award to start date. There will be no separate payment to the contractor for costs associated
with start-up.

H. TRANSITION TO A NEW PROVIDER

At such time asthe relay service may be transferred to anew provider, bidder shal make every effort
to ensure that the transfer takes place in a manner which prevents relay users from experiencing an
interruption in service. The relay service and consumer service toll-free numbers or other telephone
numbers shdl be made available to the new provider, with the new provider paying any costs
associated with the trandfer.

l. UNSOLICITED FEATURES

Thisisan optiona item. Any additiona features not described € sewhere in the RFP which the bidder
would like to propose should be fully described indicating how the feature would work, how it would
improve the system, which users would benefit from the feature, and any other information which would
dlow evauation of the feature.

V. PRICE PROPOSAL
A. PRICING

Prices in response to this RFP and ultimate reimbursement to the contractor will be based on a
price per completed cdl minute, or "billable minute" A billable minute shdl indude the time the
caling party is connected to the cdled party or to an answering machine at the cdled party's
number or to arecorded message or intercept for the called number. A billable minute does not
include time in queue (call isringing, waiting for alive answer), cal set-up, cal wrap-up,
multiple calls required to handle cdls reaching an answering machine or voice menu, or cals
that have reached numbers that are busy or receive no answer.

Bidderswill complete the attached Price Quotation sheet, indicating a price per billable minute
for the listed cdl volume ranges for each of the four possible contract years.

B. START-UP EXPENSES
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The DPSwill not pay any lump sum for start-up expenses or expensesincurred in the
preparation of the bid proposal.
C. PRICE QUOTATION

All bidders are expected to fill out the enclosed Price Quotation A—Price Per Billable Minute
sheet completely. All bidders are expected to fill out the Price Quotation—~Pricing of Additiona
Features and Services sheet with respect to the bidder’ s proposed outreach program, and any
features which are not currently provided and are, therefore, priced separately. All prices
contained in the sheets shdl be binding on the bidders and are not negotiable. Any pricing
proposal that isincomplete or contains sSgnificant incondgstencies or inaccuracies may be
rgjected. No deviations, qualifications, or counter offers will be accepted. The DPS reserves
theright to rgect al bids.

In addition to Price Quotation A, a second form, Price Quotation B—Pricing of Additiona
Features and Services, is provided for pricing any desirable features proposed by bidders.

D. TRAFFIC INFORMATION
VTRS cdl statistics for September, 2005, were as follows:

Cdls Minutes
Totd: 4,599 17,430
I ntrastate: 4,169 15,045
Interstate: 430 2,385
Internetiondl: 0 0
Captioned Telephone Minutes
Totd: 5,624
Intrastate 4,348
Interstate 1,276
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Vermont Department of Public Service
Proposal to Provide Telecommunications Relay Servicein Vermont

PRICE QUOTATION A
Price Per Billable Minute*

Billable Minutes

Year 1 Year 2 Year 3

Year 4

15,000 - 19,999

20,000 - 24,999

25,000 - 29,999

30,000 - 34,999

35,000 - 39,999

40,000 - 44,999

45,000 - 49,999

50,000 +

Name

Title

Company

*Billable minute means intrastate completed minutes (see § V.A).
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Vermont Department of Public Service Proposal to Provide Telecommunications Relay Servicein Vermont

PRICE QUOTATION B

Pricing of Additional Features and Services

Feature or Service

Year 1

Year 2

Year 3

Year 4

DPS VTRS RFP
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VI. BIDDER RESPONSE REQUIREMENTS
A. FORMAT

In response to this RFP, each bidder is required to submit a proposa organized into seven clearly
identfied sections in the following order:

Tranamittal letter

Checkligt & certifications (form provided)
Index

Technica proposa

Price proposa (form provided)
Attachments

mmoo w2

G. Protective agreement (optiond)

Six copies of the completed proposal should be submitted. One of the six should be clearly labeled
“Magter” and contain dl origind signatures.

Proposals should be submitted in three ring binders.

Each page of the proposa should be numbered consecutively with the transmittd letter as Page 1.
In the top or bottom margin of each page, the company name should be identified.

Proprietary materia should be printed on colored paper different from the non-proprietary materid.
B. TRANSMITTAL LETTER

The tranamitta |etter should State that the response to the RFP represents a binding offer and that the
bidder intends to comply with al requirements of the RFP. Such positive statements not withstanding, if
in the body of the proposal, the bidder indicates elther lack of response or technical non-compliance
with the RFP, the bid may be rgected. The tranamitta letter should be signed by the bidder or an
officer of the bidder legdly authorized to execute contractud obligations (see dso 8 11.F).

C. CHECKLIST AND CERTIFICATIONS

The tranamittal |etter should be followed in the proposa by the checklist and certifications. Each itemin
the checklist mugt beinitided by the person who signed the tranamittd |etter, indicating that the item has
been included in the proposa and accurately represents company information or commitments. Each
certification must also be initidled. A bid contact person should be designated on this form.

Certification of four pecific forms of non-collusion is required:

1. In certification 1, the bidder warrants that no person or selling agency has been
employed or retained to solicit or secure the proposed contract based upon an
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agreement or understanding for a commission, percentage, brokerage, or contingent
fee.

2. In certification 2, the bidder warrants that except for proposed subcontracts or ajoint
proposa, the prices proposed have been arrived at independently without consultation,
communication, or agreement with any other bidder or competitor for this procurement.

3. In certification 3, the bidder warrants that unless otherwise required by law, the prices
submitted have not knowingly been disclosed by the bidder directly or indirectly to any
other bidder or to any competitor, nor will they be disclosed prior to the award of the
contract.

4, In certification 4, the bidder warrants that no attempt has been or will be made by the
bidder to induce any other person or firm to submit or withhold a proposd fo rthe
purpose of restricting competition.

D. INDEX

Theindex shdl identify the page number on which each dement of the proposd is contained. Itemsin
the checklist must be indexed as a block in the same order as they appeared in the checklist. Any other
items to be indexed should gppear in the index either before or after the checklist block.

E. TECHNICAL PROPOSAL

The technica proposa shal present afull and complete description of how the bidder will carry out the
requirements set forth in 8 IV, covered in sufficient detail for complete understanding and eva uation.

F. PRICE PROPOSAL

The provided “Price Quotation” forms are sdf-explanatory (see 8 V). The bid prices are fixed for the
term of the contract. Estimates will not be accepted. Payments will be based upon contracted services
actudly performed in accordance with the prices bid in the price proposal.

G. ATTACHMENTS
The documents which must be included with the proposd as attachments are identified in the checklist.
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ATTACHMENT A: CHECKLIST AND CERTIFICATIONS
VERMONT DEPARTMENT OF PUBLIC SERVICE
VERMONT TELECOMMUNICATIONSRELAY SERVICE PROPOSAL

All bidders are required to provide a response to every item on this form. Failure to do so may result in
rejection of the proposal as nonconforming. Each response requirestheinitial s (not a check mark) of
the corporate principa (authorized to commit the copany to the work proposed) signing this transmittal
form and other proposed documents requiring signature.

A. REQUIRED CERTIFICATIONS:

1 | certify that no “finder’ sfee” has been paid to an individua or agency.

2 | certify that bid prices were arrived at without consultation with other bidders.
3. | certify that bid prices have not been knowingly disclosed.

4 | certify that no attempt has been made to suppress competition for this RFP

CERTIFICATION

Signaure

Name Title

Date

B. CHECKLIST

RFP Reference Item Initial
VI.B Trangmittal |etter

VI.C Checklist & Certifications

VI.D Index

VILE; IV Technica proposa
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VI.F; V

Price proposa
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[.C Request for confidentidity of information

11.D Bidding company information

HI.E Disability representation

.F Subcontractor usage

.G Contract management

1.1 Financid higory

1.J. Experience & customer references

1.0 Center location information

V.B Statement of commitment to comply with FCC
regulations

IvV.C.5d Disagter recovery plan

IV.C.8 Current gaffing & recruiting plan

IV.C.9 Disdbility awareness training plan

IV.D.6 Complaint resolution procedures

IV.D.9 Outreach program description

IV.D.10 Consumer input plan

IV.E.1F CA proficiency exam

IV.E.2 CA training plan

IV.E.4.d Confidentidity policies

IV.E.6 CA counsding program

IV.E.8 CA policy & procedure manua

IV.F.1.h Reporting format

DESIGNATED CONTACT

Name:

Company :

Address:

Telephone:
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ATTACHMENT B: STANDARD PROTECTIVE AGREEMENT
STATE OF VERMONT
PUBLIC SERVICE BOARD

Investigation into the adoption and )
implementation of “Lifdine’ telephone ) Docket No.
rates asit relates to Contract for )
Tdecommunications Relay Service )

PROTECTIVE AGREEMENT
THIS AGREEMENT is dated as of , 20, andisby and among

(“the Company”) and the State of Vermont Department of Public Service

(the "Department” or “DPS’) and any other below-sgned parties, the names of which are set forth on
the signature pages to this Agreement (the Company and the Department, and any other party to this
Agreement, are Sometimes referenced herein, where the context requires, as* Party,” and collectively as
the “Parties’);

WHEREAS, the parties desire to cooperate in the provison of information relevant to this “bid
and contract” and the ensuing Docket before the Vermont Public Service Board (or other Docket, if
any, opened by the Board), with respect to approva of the proposed Contract and matters relating
thereto;

WHEREAS, the Department and the Company have entered into interaction regarding a
Request for Proposa and contract for telecommunications relay services under Section 218a of Title
30 of the Vermont statutes annotated (“the bid and the contract”) and it isimportant that the Company
provide the Department with information regarding its financid history and operations,

WHEREAS, the Company has information pertinent to “the bid and contract” and the ensuing
Docket that it has or may be asked to provide to the Department or to the Parties, which the Company
believes could result in financid and/or competitive harm to the Company if they are required to
disclose such information to the public and which information the Company believesto be proprietary,
privileged, confidentia or in the nature of a trade secret (such information is herein referenced as
“Allegedly Confidentid Information” and as specificaly described on Schedule | hereto, which
Schedule may be amended only in accordnace with the terms of this Agreement);

WHEREAS, The Company desiresto disclose Allegedly Confidentid Information only to



Parties that have executed Schedule Ilaor Schedule I1b, as appropriate, to this Agreement or, in
certain Situations, only to the Board or the Department for review in accordance with this Agreement;
and

WHEREAS, the Parties have agreed to the procedures established in this Agreement for the
disclosure to Parties, the Department, and/or the Board of Allegedly Confidential Information and, to
the extent disclosed to a Party hereunder, to hold such Allegedly Confidentid Information in confidence
as provided herein;

NOW, THEREFORE, in congderation of the mutua covenants and promises set forth herein
and other good and vauable consderation, the receipt and sufficiency of which is hereby
acknowledged, the Parties hereto agree as follows:

1. If the Department agreesto treat specific information to be provided by the Company in
the “bid and contract” and ensuring Docket before the Board (which, for purposes of this agreement is
defined to include any other docket, if any, opened by the Board to consider the Contract) as Allegedly
Confidentid Information, the Company will submit to the Board and al Parties acopy of Schedulel, as
from time to time revised in accordance with the terms of this Agreement, which identifies each such
item of Allegedly Confidentid Information and is Sgned or initided by the Department to evidence its
agreement to treet as Allegedly Confidentia Information. This Agreement gpplies only to that
information which The Company and the Department agree will be treated as Allegedly Confidentid
Information and listed on Schedule |. Schedule | may only be amended by agreement of the Company
and the Department.

2. The Depatment may obtain Allegedly Confidentid Information by submitting to The
Company’s counsel Schedule l1a atached hereto, which incorporates by reference this Protective
Agreement. If such arequest is made for Allegedly Confidentia Information, The Company, through its
counsd, will provide one copy of the Allegedly Confidentid Information sought to the Department, or
otherwise make such Allegedly Confidentia Information available. The Department will afford access
to the Allegedly Confidentiad Information only to its employees who have executed Schedule llato this
Agreement and returned same to The Company’s counsd.

3. A Party other than the Department (which may include members of the Vermont
Telecommunications Relay Service Advisory Council established pursuant to 30 V.SA. § 218a) may
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obtain Allegedly Confidentia Information by submitting to the Company’s counsd the Protective
Agreement attached hereto as Schedule 11b, and its request by Schedulel1l. If such arequest is made
for Allegedly Confidentia Information, the Company, through its counsd, will provide one copy of the
Allegedly Confidentia Information sought to such Party, or otherwise will make such Allegedly
Confidentia Information available to such Party, except those documents or portions thereof excised
based on legd objection and duly noted by counsel for the Company, including, but not limited to,
objections based on relevance, privilege, or discovery that is burdensome, cumulative or requires
disclosure of confidential commercia information or trade secrets. Each such Party will afford access
to the Allegedly Confidentia Information only to such employees, consultants, and other representatives
who have executed Schedule I1b and are named in Schedule 111 to this Agreement and returned same
to the Company’ s counsel.

4.  Documents containing or incorporating Allegedly Confidentid Information to be offered in
evidence under sedl may be copied as necessary for that purpose. The Parties counsd, personnd and
consultants, who have agreed in writing to be bound by this Agreement, may take notes regarding such
Allegedly Confidentid Information, but only as necessary for preparation for proceedingsin “the bid
and contract” and the ensuring Docket.  Such notes shdl be trested the same as the Allegedly
Confidentid Information from which the notes were taken and shal not be used for any purpose other
than as specified herein.

5. No Party that has executed this Agreement, and no person representing such Party, that is
afforded access to the Allegedly Confidentia Information shall use the Allegedly Confidentia
Information for any purpose other than the purpose of preparation for and conduct of this Docket,
including gppeds of any order or ruling therein, and then solely as contemplated herein. Each such
Party, and each such person shdl keep the Allegedly Confidentia Information secure and shdl not
discloseit or afford accessto it to any person not authorized by this Agreement. Nothing in this
Agreement precludes the Department from using Allegedly Confidentid Information obtained hereunder
either to seek a Board investigation (provided that the Department continues to treet such Allegedly
Confidentia Information as confidential pursuant to the protective terms of this Agreement) or request
that the Allegedly Confidential Information or smilar information be provided by the Company in any

other context.
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6. No persons other than those who have signed or agreed to be bound by this Agreement
shdl be permitted to hear or review testimony given with respect to the Allegedly Confidentia
Informetion.

7. Atany Board hearing or conference in this proceeding, no witness, other than the
Company witnesses, may be questioned with respect to the Allegedly Confidentia Information unless
that person has read this Agreement and has agreed to be bound by itsterms.

8. Each Board stenographer or reporter in this proceeding shal sign and be bound by this
Agreement.

9. Each Board stenographer or reporter shdl be instructed to and shall start a separate
transcription for testimony or discussion on the record of the Allegedly Confidentia Information. Such
transcription shal be marked " Confidentid” and sedled and filed with the Board, and copies of the same
shall be made available only to those persons who have signed or agreed to be bound by this
Agreement.

10. Upon completion of the “bid and contract” process and the ensuring Docket (with respect
to approvad of the Contract), including adminigtrative or judicid review thereof, each Party that has
received a copy of the Allegedly Confidentia Information, and each person representing such Party,
shdl return the Allegedly Confidentid Information to the Company’s counsd, except for those portions
of the Allegedly Confidentid Information that have been made part of the public record in the “bid and
contract” process and the ensuring Docket (with respect to approval of the Contract) or in gppedls of
any order or ruling therein. Any notes taken regarding, and documents or information in any form
incorporating Allegedly Confidentia Information shall be destroyed. On or before sixty (60) days after
find decision or judgment in this Docket (or apped from any ruling or order therein) is rendered, each
person who has executed this Agreement or Schedule I1a or Schedule 11b hereto shdl advise the
Company in writing that the requirements of this Section 10 have been met.

11. No dgnatory hereto shall assgn to any other person itsrights or obligations hereunder,
and any such assgnment by any signatory of the rights and obligations hereunder shdl be null and void.

12. Anindividud’saccessto Allegedly Confidentiad Information ceases upon termination of
employment with a Party, and any individua who terminates employment with a Party who has
executed this Agreement or Schedule I1a or Schedule 11b shal continue to be bound by its terms.
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13. This Agreement is made under and shall be governed by the laws of the State of Vermont.

14. This Agreement shdl in no way be deemed to condtitute any waiver of the rights of any
Party to the “bid and contract” process and the ensuring Docket to at any time contest any assertion or
to gpped any finding that specific information is or should be Allegedly Confidentia Information or that
it should or should not be subject to the protective requirements of this Agreement. The Parties hereto
retain the right to question, chalenge and object to the admissibility of any and al Allegedly Confidentid
Information furnished by the Company under this Agreement on any available grounds, including, but
not limited to, competency, relevancy and materidity. Any Party may at any time seek by appropriate
pleading to have Allegedly Confidentid Information submitted under this Agreement or under protective
order issued by the Board pursuant to this Agreement, removed from the coverage of this Agreement
or order.

15. The foregoing provisons of this Agreement notwithstanding, this Agreement shdl in no
way be deemed to congtitute awaiver by the Company of its right to protect the disclosure of Allegedly
Confidentid Information to the full extent dlowable by applicable law, in the event that the Board or a
Hearing Officer in the “bid and contract” process and the ensuring Docket proceedings should rule that
any information is not appropriate for incluson in a sedled record, or should be disclosed to a Party
where the Company has objected to such disclosure under paragraph 3 of this Agreement, the Parties
agree that a the request or upon the motion of the Company seeking protection of such informeation
from disclosure, such information will not be disclosed under the later of five business days after the
Board so orders, or, if the Company files an interlocutory apped or requests a stay of such order, the
date upon which such apped or request is decided; provided, however, that said periods may be
extended in accordance with any stay ordered by the Board or areviewing court.

16. The Partieswill promptly submit to the Board a proposed Protective Order in the form
attached hereto as Schedule 1V that, if adopted, will set forth the procedure for treating Allegedly
Confidentia Information in a sealed record.

17. Each Party warrants that it will act in good faith and will not do anything to deprive any
other Party of the benefit of this Agreement.

18. This Agreement may be amended or modified only by awritten document sgned by the
Parties hereto.
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19. The Parties have entered into this Agreement in order to expedite the production of
information, to minimize the time spent in discovery disputes, and to facilitate the progress of this
investigation to the fullest extent possible. Entry into this Agreement shal not be construed as an
admission by any Party regarding the scope of that Party's Satutory right to information, nor shall it be
congtrued as awaiver of the right to raise any and al gppropriate confidentiaity issuesin future
dockets.

20. Information designated by the Company as Allegedly Confidentia Information pursuant to
this Agreement which a Party aso obtains independent of this Agreement is not subject to this
Agreement.

21. The Company shal not seek the disqudification of any Department employee, consultant,
or other representative as to any authorized Department activity, on the grounds that such employee
reviewed information provided hereunder.

COMPANY::

By:
Title:

VERMONT DEPARTMENT OF
PUBLIC SERVICE:
By:

Sarah Hofmann, Specia Counsd
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STATE OF VERMONT
PUBLIC SERVICE BOARD

SCHEDULE |

Investigation into the adoption and
implementation of “Lifdine’ tdlephone
rates as it relates to Contract for
Tdecommunications Relay Service

Docket No.

N N N N

DOCUMENTSTO BE TREATED ASALLEGEDLY
CONFIDENTIAL INFORMATION




SCHEDULE I1b
STATE OF VERMONT
PUBLIC SERVICE BOARD

Investigation into the adoption and
implementation of “Lifeling’ tlephone
rates as it relates to Contract for
Tdecommunications Relay Service

Docket No.

SN N N N

, (name), serve as

(title or advisory capacity) to the Department of Public Service

("DPS) in the above-captioned proceeding before the State of Vermont Public Service Board. In

connection with the work done for (Party), | request to be given accessto certain
Allegedly Confidentia Information of (the Company) under a Protective
agreement dated as of , 20__ by and among the Company, the Vermont

Department of Public Service, and other Parties, as defined therein. A copy of that Protective
Agreement has been delivered to me. | have read this Agreement and agree to comply with and be

bound by itsterms.

Dated: Signature




SCHEDULE 111
STATE OF VERMONT
PUBLIC SERVICE BOARD

Investigation into the adoption and
implementation of “Lifeling’ tlephone
rates as it relates to Contract for
Tdecommunications Relay Service

Docket No.

SN N N N

The undersgned Party hereby requests that the Allegedly Confidentia Information
described below be furnished pursuant to the Protective Agreement dated as of ,

20 by and among (the Company), the Vermont Department of Public Service,

and other Parties, as defined therein, to the following person on behaf of
(Party):

Name:
Address;
Title

Description of Employment Responsibilities:
(or Advisory Responghilities to Party)

Destription of Allegedly Confidential Informetion to be
Provided: (attach description as Schedule A if more room is necessary)

Said person has read the Protective Agreement, executed the form designated as Schedule Ilaor 11b to
that Agreement, and agrees that Schedule ll1a (or 11b) does not authorize his’her access to the Allegedly
Confidentid Information until it is executed, delivered to and approved by

, counsel to the Company.

PARTY:

Dated: Signature

Name:
Title
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I. INTRODUCTION

In 1988, the Austine School for the Deaf in Brattleboro, Vermont, began operation of a part-time
voice relay system for the speech and hearing impaired in the state. In 1991, the Vermont
General Assembly mandated the establishment of a permanent statewide telecommunications
relay service for the state's Deaf, hard-of-hearing, and speech-disabled citizens and charged the
Vermont Department of Public Service to establish standards for the service, consistent with the
standards set by the Americans With Disabilities Act of 1990 (ADA), and to contract for relay
services after a competitive bidding process and Public Service Board (PSB) approval.

AT&T was awarded the contract for the Vermont Telecommunications Relay Service (VTRS)

beginning in 1991. AT&T competed successfully for two additional contract cycles in 1994 and
1998. Sprint was awarded the contract for VTRS beginning July 1, 2002, completed the contract
cycle ending in June 2006, and is currently contracted to provide service through June 30, 2010.

The Vermont State program for telecommunications relay service was certified by the Federal
Communications Commission 1993, and certification was renewed in 1998, 2003 and 2008.

As the current contract with Sprint nears its end, the Department of Public Service (DPS) seeks
proposals to provide services to Vermont beginning July 1, 2010, through June 30, 2012, with an
option for two additional years through June 30, 2014, for either one or both of the following
services, be -

e intrastate telecommunications relay services and/or

e captioned telephone service

Il. GENERAL INFORMATION

A ISSUING OFFICE

This Request for Proposals (RFPSs) is issued by the Vermont Department of Public Service
(DPS). DPS is the sole point of contact concerning this RFP. All communication and inquiries
concerning this RFP should be addressed to: Tamera Pariseau, Administrator of Consumer
Affairs & Public Information, Vermont Department of Public Service, 112 State Street,
Montpelier, Vermont 05620-2601, (802) 828-5262, email tamera.pariseau@state.vt.us.

B. PURPOSE
This RFP is issued in order to contract for the following:

$ A full-service, confidential, statewide, 24-hours-per-day, seven-days-per-week
telecommunications relay service (TRS) that is economically feasible and that satisfies or
exceeds the minimum specifications contained herein. The intended contract term is two
years with an option to renew for an additional two years; and

$ Outreach to TRS users, potential users and the public for the purpose of informing these
populations concerning the availability, function, and features of TRS and gathering
feedback about the quality of the service;

1
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and/or

$ A full-service captioned telephone service operated as a confidential, statewide, 24-
hours-per-day, seven-days-per-week service that is economically feasible and that
satisfies or exceeds the minimum specifications contained herein. Captioned telephone
service may be bid as a separate contract from TRS, or bid together with TRS. Both
services together shall be called the Vermont Telecommunications Relay Service
(VTRYS), regardless of whether there are separate vendors for each service. The intended
contract term for captioned telephone service is two years with an option to renew for an
additional two years; and

$ Outreach to captioned telephone users, potential users and the public for the purpose of
informing these populations concerning the availability, function, and features of
captioned telephone service and gathering feedback about the quality of the service.
Outreach on captioned telephone service must be bid separately from Outreach on TRS
only if the bidder is submitting a separate bid for captioned telephone service. Bidders for
both services together must include in their bids Outreach for both TRS and captioned
telephone service.

$ Preference will not be given to bids submitted for both services together, over those bids
submitted separately by one bidder for TRS and captioned telephone service.

The performance specifications on the following pages should be considered as basic
requirements with no intent to constrain bidder creativity. The goal is a cost-beneficial VTRS
that will provide equal access to public telephone service to deaf, hard-of-hearing, and speech-
disabled subscribers in Vermont.

C. SCOPE

This RFP contain instructions governing the proposal(s) to be submitted and the material to be
included, mandatory administrative and operational requirements that a bidder must meet to be
eligible for consideration, and specific instructions for proposal submission.

D. SCHEDULE OF ACTIVITIES
(DPS reserves the right to change this schedule.)

March 8, 2010 Request for proposals issued

March 23, 2010 Letters of intent due from potential bidders

March 23, 2010 Questions (if any) due in writing from potential bidders

April 8, 2010 Written answers to bidder questions distributed to all bidders who have
filed letters of intent

April 29, 2010 Proposals due from bidders

May 21, 2010 DPS notification of contract(s) award to winning bidder(s), and

notification to Public Service Board
July 1, 2010 New contract begins
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E. MODIFICATION OR WITHDRAWAL OF PROPOSALS

Proposals may be modified or withdrawn by the bidder only up to the established due time and
date, at which time they will be considered final.

F. BINDING OFFER

A proposal submitted in response to this RFP shall constitute a binding offer, until approval by
the DPS of a finalized contract. Acknowledgment of this condition shall be indicated by the
signature in the Transmittal Letter of the bidder or an officer of the bidder legally authorized to
execute contractual obligations.

G. BID PRICES

Pricing must be firm. No estimates or contingencies are allowed. All bid prices submitted in
response to this RFP must be the bidder's "best and final" offer.

H. BIDDING COSTS

The DPS is not liable for any costs incurred by bidders prior to issuance of a legally executed
contract. Further, no proprietary interest of any nature shall occur until a contract is awarded and
signed by all concerned parties.

l. RFP RESPONSE MATERIAL OWNERSHIP

All material, except proprietary information, submitted regarding this RFP becomes the property
of the DPS. All submitted responses may be reviewed by any person after the contract has been
signed. The DPS reserves the right to use any or all information/material presented in reply to
this RFP, subject to limitations outlined in ' 111.C., Proprietary/Confidential Information, and
including the right to destroy any information at the discretion of the DPS. Disqualification of a
bidder does not eliminate this right.

J. REJECTION OF PROPOSALS

The DPS reserves the right to reject any or all proposals and to waive informalities and minor
irregularities in proposals received, and to accept any portion of a proposal if deemed in the best
interest of the VTRS.

K. NEWS RELEASES

News releases pertaining to this RFP, contract(s) awarded, or VTRS operations shall NOT be
made without prior written approval from the DPS.

L. AWARD OF CONTRACT

Selection of the winning bidder(s) will be made based on the sole opinion of the DPS that the
proposal(s) submitted will be the most advantageous to Vermonters and VTRS. The DPS is not
obligated to select the lowest price bidder.

M. AWARD WITHOUT DISCUSSION

The DPS reserves the right to make a selection without further discussion of proposals received.
Therefore, it is important that each proposal be submitted in the most complete and accurate
3
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manner possible.
N. CONTRACT DOCUMENT

After notification of acceptance, the DPS will require the successful bidder(s) to sign a
contract(s) with the DPS that will include the following elements:

1. The Terms and Conditions;
2. The bidder's Proposal(s) in response to this RFP, with amendments, if any; and
3. The RFP specifying the service(s) the bidder will be providing.

All of the above items together, including any modifications or clarifications, will constitute a
complete contract.

O. CONTRACT CANCELLATION

The DPS reserves the right to cancel any contract(s) resulting from this RFP, for cause, as will
be defined in the Terms and Conditions of the final contract(s).

P. CONTRACT DURATION

This RFP request a proposal for services to be offered under a two-year contract, with an option
to renew for two additional years. The terms of the option will be detailed further in the contract,
but will include at least the following:

1. Contractor must give notice of election to exercise the option not more than ten
months and not less than eight months prior to the expiration of the second year of
the contract.

2. Eligibility to exercise the option will be conditioned upon two DPS findings: (a)
that there has been adequate performance, including full compliance with the
terms of the contract, prior to the contractor's giving of notice that it wishes to
exercise the option; and (b) that no material amendments, to which the contractor
declines to agree, are necessary for quality provision of services.

3. Any increase in price for any component of the contract that is proffered with the
option to renew may, at the discretion of the DPS, result in denial of the
contractor’s option to renew the contract for an additional two years, in which
case a new RFP for services so contracted.

Q. CONTRACT MODIFICATION

It is possible that Federal Communications Commission (FCC) decisions; administrative,
judicial or legislative decisions; or changes in technology or market conditions may make it
necessary or desirable to modify the contract. Procedures for modification will be defined in the
contract document.

R. LIMITED LIABILITY

The DPS assumes no liability in any fashion with respect to this RFP or any matters related
thereto. All prospective service providers and their assigns or successors, by their participation in
the RFP process, shall indemnify, save and hold the DPS and its employees and agents free and
harmless from all suits, causes of action, debts, rights, judgments, claims, demands, accounts,
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damages, costs, losses and expenses of whatsoever kind in law or equity, known and unknown,
foreseen and unforeseen, arising from or out of this RFP and/or any subsequent acts related
thereto, including but not limited to the notification of a service provider to the PSB and any
action brought by an unsuccessful prospective service provider.

S. VENUE

The laws of the State of Vermont, U.S.A., shall govern in connection with this RFP and the
formation, performance and the legal enforcement of any resulting contract.

I1l. ADMINISTRATIVE REQUIREMENTS
A. PROPOSAL SUBMISSION
Proposals are to be submitted to:

Tamera S. Pariseau

Administrator of Consumer Affairs & Public Information
Vermont Department of Public Service

112 State Street

Montpelier, Vermont 05620-2601

To be considered, proposals must be received by DPS on or before 4:00 p.m., April 29, 2010.
No proposals will be accepted after this time. Bidders mailing their proposals shall allow
sufficient mail delivery time to ensure receipt of their proposal(s) by the time specified. The
proposal package shall be delivered or sent by certified mail to the DPS address listed above.
Proposals will not be accepted by fax.

An original and four copies of the proposal(s) must be submitted. In addition, bidders shall
submit an electronic copy of their proposal(s), excluding attachments that are not available
electronically, by the due date and time. Electronic proposals may be submitted by email to
tamera.pariseau@state.vt.us, or may be included in Word (read only) or PDF format on a CD or
diskette submitted with hard copies.

B. LATE PROPOSALS

Late proposals will not be accepted. It is the responsibility of the bidder to insure that the
proposal(s) is/are received by the DPS on or before the proposal due date and time.

C. PROPRIETARY/CONFIDENTIAL INFORMATION

Any restrictions on the use or inspection of material contained within any proposal shall be
clearly stated in the proposal itself. Written requests for confidentiality shall be submitted by the
bidder under separate cover, for and with each proposal submitted by the bidder.

Proprietary/confidential information must be printed on colored paper different from the
non-confidential material in each proposal, and clearly identified and easily separated from the
rest of the proposal. Proprietary information, if any, will be handled by the DPS in accordance
with its Standard Protective Agreement (Attachment B). Proprietary information submitted
electronically should be contained in separate files from non-proprietary information, and the

5

DPS TRS AND CAPTEL RFP March 8, 2010



filing naming should clearly indicate the presence of confidential material.
D. BIDDING COMPANY

If a bidder is owned or controlled by a parent company, the name, main office address, and
parent company's tax identification number shall be provided in the proposal. If a bidding
company is independently owned, the name, main office address, and tax identification number
of the bidding company shall be provided in the proposal(s).

E. DISABILITY REPRESENTATION

Bidder shall indicate experience with staff and customers who are disabled, and how such
experience will affect the proposed service. A review of company performance of services to
people with disabilities is requested. Explain the bidder's commitment to recruiting and hiring
people with disabilities, and the extent to which people with disabilities are represented in the
organization's management and board of directors.

F. SUBCONTRACTORS

Planned use of subcontractors shall be clearly explained in the proposal(s), including terms of
any subcontract. Bidders must include a copy of any proposed subcontract(s) with the
proposal(s), if available. All subcontracts must comply with the bidder certification requirements
in ' I11.M. The prime contractor(s) shall be responsible for all contract performance, whether or
not subcontractors are used. The only contact with the DPS will be with the prime contractor(s).

G. CONTRACT MANAGEMENT

Bidders shall state how the contract(s) will be managed to assure compliance and the satisfaction
of the DPS, and the Advisory Council. Responsible individuals should be identified by name,
title, and description of function.

H. NON-COLLUSION

Bidders shall affirm that each proposed bid price has been arrived at independently without
collusion, consultation or communication with any other bidder or with any competitor; the said
bid price was not disclosed by the bidder and was not knowingly discussed prior to submission,
directly or indirectly, with any other bidder or with any competitor; and no attempt was made by
the bidder to induce any other person, partnership or corporation to submit or withhold a
proposal for restricting competition.

l. FINANCIAL HISTORY

To allow the DPS to evaluate the financial responsibility of bidding companies, the following
items shall be submitted with each proposal for the bidding company and its parent company:

1. Audited Financial Statement or 10K Report for the most recent two (2) years,
including at a minimum:

a. statement of income and related earnings;
b. cash flow statement;
C. balance sheet, and

DPS TRS AND CAPTEL RFP March 8, 2010



d. opinion concerning financial statements from a CPA.
2. Primary banking source letter of reference.

This financial information also is required of any subcontractor that is expected to receive more
than ten (10) percent of the value of each contract.

J. EXPERIENCE AND CUSTOMER REFERENCES

Bidders shall submit a listing of all current and past contracts to provide TRS and/or captioned
telephone service. For each of these contracts the following information should be presented: (1)
term of the contract; (2) location of the relay center(s) providing service; (3) current monthly call
volume, or monthly call volume at contract termination if contract is not current; and (4) name
and telephone number of the contact person in the contracting entity. For each relay center it
operates, bidder shall also list the contracts served and the monthly call volume.

K. ORAL PRESENTATION/SITE VISITS

Bidders may be asked to make oral presentations or to make their facilities available for a site
inspection by the DPS. Any clarifications to a bid response resulting from these sessions will be
in writing and will be incorporated in the bid response.

L. CONTRACTOR PERFORMANCE BOND

Contractor(s) will be required to furnish a performance bond equal to the total projected annual
price of the first year of each contract.

M. BIDDER CERTIFICATIONS

1. Each person signing a proposal certifies that he or she is the person in the bidder's
organization responsible for, or authorized to make, decisions as to the prices
quoted and that he or she has not participated, and will not participate, in any

action contrary to the non-collusion requirements in * 111.H.
2. Non-discrimination:
a. During the duration of any contract awarded as a result of bids submitted

under this RFP, each contractor and its subcontractors shall comply with
the requirements of Vermont's Fair Employment Practices Act, 21

V.S.A.' ' 495, 495a—f, and 495h, as it may be amended by the legislature.
Vermont's Fair Employment Practices Act now prohibits, in the absence of
a bona fide occupational qualification, specified employment-related
decisions and actions based upon an individual's race, color, religion,
ancestry, national origin, sex, sexual orientation, place of birth, age (18
years and over), HIV status, or physical or mental condition.

b. During the duration of any contract awarded as a result of bids submitted
under this RFP, each contractor and its subcontractors shall also comply,
in the provision of the services contracted for, with Vermont's statutes, as
they may be amended by the legislature, prohibiting discrimination in
public accommodations, 9 V.S.A.' ' 4501-4507. Such public
accommodations laws now prohibit withholding or denying any
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accommodations, advantages, facilities or privileges of the place of public
accommodation from a person based upon race, creed, color, national
origin, marital status, sex, sexual orientation, or real or perceived handicap
unless otherwise permitted by law.

C. During the duration of any contract awarded as a result of bids submitted
under this RFP, each contractor and its subcontractors shall also comply,
in its employment practices and in the provision of services under each
contract, with all applicable federal antidiscrimination laws, including
among others Title V11 of the Civil Rights Act of 1964 and the Americans
with Disabilities Act of 1990, as amended in 2008.

d. Contractor(s) shall include the above nondiscrimination provisions and
requirements in all subcontracts to perform work under each contract.

3. Personnel: Contractor(s) shall not knowingly engage on a full-time, part-time, or
other basis (except on a volunteer basis) during the period of each contract, any
individual involved in preparation of this RFP, or the selection and/or award of
any contract.

N. COMMENCEMENT DATE
Service must commence on July 1, 2010.
O. LOCATION OF CALL CENTER(S)

TRS and captioned telephone service bidders must state the location of the call center or centers
that will provide service under each contract. For each center to provide service under a contract,
bidder must list other states served and interstate services provided. The following information
should be provided for each call center:

X A brief history of the call center.

X An organizational chart showing numbers and levels of employees, including
numbers of Communications Assistants (CAs) employed.

A brief synopsis of experience and qualifications for each manager, by title.
The number of calls handled monthly by the center.
Current capacity utilization.

Expansion capability and plans.

KX X ) X

Performance statistics by month for the past year, including daily average speed
of answer (ASA), and daily percent of calls answered in ten seconds, blocked
calls, and abandoned calls.

X Complaint and commendation statistics for the past year.
P. PAYMENT

After the close of each month, each contractor will submit an invoice to the DPS for the previous
month's work under the specific contract. The DPS will act expeditiously in forwarding the
8
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invoice for payment to the State Finance Division.

IV. OPERATIONAL REQUIREMENTS
A OVERVIEW

This section of the RFPs lists and describes the specific operational functions that fall within the
scope of TRS and captioned telephone service (as used herein “relay service” means both TRS
and captioned telephone service). The operational functions listed here are the elements that will
be evaluated as the bidder's Technical Proposal. The Technical Proposal should be presented in
the same order and numbered the same as in Section IV of the RFP.

B. COMPLIANCE WITH FCC REGULATIONS

The bidder must clearly state its commitment to be in compliance with FCC regulations and
describe how it will assure that any changes to FCC regulations will be implemented
expeditiously at the bidder's expense.

C. SCOPE OF SERVICE

TRS shall be designed to enable two-way communication between an individual who uses a text
telephone (TTY) or other non-voice terminal device and an individual who does not use such a
device. Captioned telephone service is designed to enable two-way telecommunication between
an individual who uses a captioned telephone that allows both hearing and reading the other
party’s conversation and another individual. TRS also shall be designed to provide a means
whereby a speech-disabled person may communicate with voice telephone users through the use
of specially trained CAs who understand the speech patterns of persons with speech disabilities
and can repeat the words spoken by the person.

The DPS is interested in providing the most cost-effective, efficient, and highest quality relay
service possible. Each proposal shall include a comprehensive description of the methods used to
satisfy the RFP requirements. All responses shall address in detail the following criteria.

1. Bidders for captioned telephone service shall disclose whether they will subsidize the
cost of captioned telephones purchased by consumers privately or obtained through the
Vermont Equipment Distribution Program (VTEDP). If so, bidders shall disclose the
amount of subsidy for each phone so purchased or obtained through VTEDP.

2. Equipment (TRS and captioned telephone)

Furnish all necessary telecommunications equipment and software. The transmission
circuits shall meet or exceed FCC interexchange performance standards for circuit loss
and noise. TRS telecommunications equipment, including station terminals, shall be
capable of receiving and transmitting in both Baudot and ASCII codes at any speed
generally in use, and shall be capable of automatically identifying incoming TTY signals
as either Baudot or ASCII. All TRS equipment shall be compatible with industry-wide
standards for TTYSs.
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System Design (both TRS and captioned telephone)

Bidder shall explain the type of equipment and staffing level requirements necessary to
meet the service standards and handle the types of calls and projected call volumes.

The bidder shall demonstrate its capability to adapt to improvements in communications
equipment technology and to implement state-of-the-art technology for provision of TRS
and/or captioned telephone service.

TRS Toll-Free Numbers and 711 Access

Bidders for TRS shall indicate how retention of current VTRS toll-free numbers will be
procured for the contract period beginning July 1, 2010, and how the bidder will ensure
continuous access via 711 translations by local exchange companies to the bidder=s
service.

Captioned Telephone Toll-Free Numbers

Bidders for captioned telephone shall indicate how retention of the current toll-free
number for callers to reach CapTel users will be procured for the contract period
beginning July 1, 2010, and....

Network Access (both TRS and captioned telephone)

The relay service will make available to consumers intrastate, interstate, and international
calling, with only the cost of intrastate calls to be paid under the contract. Vermont is a
one-LATA state.

Service Reliability (both TRS and captioned telephone unless otherwise specified)

The proposed relay service must be designed to meet the following reliability
specifications:

a. Uninterruptible Power

The system shall provide uninterrupted power for a minimum of eight hours. The
uninterruptible power system (UPS) must support the switch system and its
peripherals, switch room environmentals (air-conditioning, fire suppression
system, emergency lights and system alarms), CA consoles/terminals, CA work
site emergency lights, and Call Detail Record (CDR) recording.

b. Switching System

Bidders must outline plans to ensure that no calls are dropped due to processor
failure. Bidders must explain the built-in redundancies needed to maintain
required levels of service in the event of preventative maintenance, power outage,
or other causes that would shut down the processor.

C. Intercept Messages (TRS service only)

Intercept messages as appropriate shall be provided if a system failure occurs
within the relay switch or on outbound circuits. Both voice and TTY messages
shall be provided.
d. Disaster Recovery Plan
DPS TRS AND CAPTEL RFP 10 March 8, 2010



10.

11.

The bidder shall create and provide a complete plan for dealing with all types of
natural and man-made problems. A primary requirement is to notify the DPS
immediately if a major problem occurs, and the expected duration of the problem
if possible. In addition, the plan should detail the steps that will be taken to deal
with problems and restore service.

Service Expansion (both TRS and captioned telephone)

Bidder will also show the capability of expanding services in response to increasing
demand, up to the maximum call levels identified in the Price Quotation in ' V. Bidder
shall develop and illustrate in each proposal a detailed plan of how this expansion will be
accomplished. The plan shall include, but not be limited to, trunking capacity, CA work
stations, personnel staffing, equipment capacity, and voice recognition software
upgrades. The plan shall also indicate the time lag required to meet any increased call
volume. The above plans shall be able to maintain all standards listed in this RFP.
Furthermore, the service delivery procedures shall permit the most cost-effective use of
available resources.

New Technology (both TRS and captioned telephone)

The user communities, the relay center, and the DPS should be allowed to benefit from
advancing technology. Bidder will describe the methodology and process it will use to
keep abreast of technological changes in the provision of service and to install new
technologies as they become available. Bidder will agree to inform the VTRS
administrator and the VTRS Advisory Council of the introduction of new technologies.

Providing Qualified Staff (both TRS and captioned telephone)

Each proposal shall include a plan to insure the active recruitment and hiring of people
with disabilities including individuals who are deaf, hard-of-hearing, speech-disabled,
and deaf-blind. Emphasis shall also be given to recruiting and hiring individuals with
American Sign Language (ASL) and TRS and/or captioned telephone service experience,
and with experience working within the deaf, hard-of-hearing, and/or speech-disabled
communities. Each proposal must include:

a. Statistics of employees with disabilities for the company as a whole and for the
TRS and/or captioned telephone portion of the company separately.

b. For the center or centers that will provide services for VTRS, identification of
employees, by title, who have disabilities and employees who are deaf, hard-of-
hearing, or speech-disabled.

C. A hiring practices plan documenting outreach to deaf and disabled persons. DPS
is especially interested in evidence of commitment to hiring disabled individuals
in general, and deaf individuals in particular, for management positions.

Disability Awareness (both TRS and captioned telephone)

All relay center staff, including management, shall receive training in ASL "gloss" and
grammar, deaf culture, speech disability issues, and ethics and confidentiality. Each
proposal must include an outline of a staff training plan for disability awareness,
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12.

13.

14.

15.

16.

17.

indicating training topics and time frames, as well as individuals or organizations
representing the deaf community used to assist with the training.

Voice and Hearing Carryover (TRS only)

TRS contractor must provide both voice and hearing carryover capability. Voice
carryover allows a hearing-impaired person with understandable speech to speak directly
to a hearing person and receive the message typed back on the TTY. Hearing carryover
allows a speech-impaired person with hearing capability to directly hear what the other
party is saying and type back his or her message that is spoken by the CA.

Captioned telephone (captioned telephone only)

Caption telephone permits, on one standard telephone line, the user to both listen to what
is said over the telephone line and simultaneously read captions, generated through voice
recognition software, of what the other person is saying with no typing involved.

Speech-to-Speech (TRS only)

Contractor must provide speech-to-speech relay service. This is a form of relay that
enables an individual with a speech disability to use his or her own voice or a speech
synthesizer in order to engage in a TRS call. The service utilizes a CA with specialized
training and ability in recognizing and relaying the speech of persons with speech
disabilities to voice for the caller.

In-State Toll-Free Numbers (TRS only)

If the center or centers serving TRS is/are located outside of Vermont, bidder will
describe the technology and/or procedures that will be used to call in-state and regionally
restricted toll-free numbers, and to call the business offices of local telephone companies
that have special prefixes identifying the call as toll-free. (Captioned telephone users can
dial toll-free numbers directly without going through a relay center.)

Intrastate Toll Calls (TRS only)

Intrastate toll calls (those requiring a 1 to dial; does not include local measured service or
pay-per-call services as described in 8 IV.C.26) placed through the relay service shall be
billed to the caller at one-half the rate that would apply if the calls had been placed
without the use of the relay service. That is, rates for intrastate TRS service shall be
discounted 50 percent for all users of the TRS system. Bidder must provide a complete
description of billing procedures for the intrastate toll discount including a statement of
what entity will carry the call, what entity will bill the call, and what entity will receive
the toll revenue for the virtual call. Bidder must provide a copy of the intrastate toll rates
that will be billed to TRS users. (Captioned telephone users can dial toll-free numbers
directly without going through a relay center.)

Interstate and International Calls (both TRS and captioned telephone)
Access to FCC certified, federally funded, interstate and international relay service will
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18.

19.

20.

21.

be provided by VTRS.

Access to Interexchange Carriers (IXCs) and Operator Services (both TRS and captioned
telephone)

Provider(s) will allow the TRS and/or captioned telephone user to choose his or her
preferred interexchange carrier when placing toll calls. The TRS agent is not required to
verbally offer the option to TRS users, but must describe the option when asked by a TRS
user. An explanation of carrier of choice must be included in all appropriate TRS and
captioned telephone publications and materials. The TRS provider must maintain a list of
participating long-distance carriers and must, on an annual basis, mail to IXCs that do not
participate a letter inviting them to become a part of TRS carrier of choice.

Billing Arrangements (both TRS and captioned telephone)

The capacity to charge relay users for collect calls, person-to-person calls, and calls
charged to a third party is required. The capacity to bill any Vermont local exchange
company calling card and any non-proprietary IXC calling card is required. For toll calls,
the relay user shall be billed for conversation time (the time, in minutes and seconds,
from the moment when the relay caller is connected with the called telephone number
and the conversation begins, until the caller hangs up), not call set-up time, in between
calls, and wrap-up time. The calls shall be billed from the city where the caller is to the
city where the called party is, not to the relay center. The proposal must include a
complete description of how users will be billed for all calls. This description will
include the procedures for obtaining information from the local exchange companies,
whether the billing will be performed in-house or contracted, a list of specific credit cards
to which calls can be billed, and a sample bill format.

Charges for Services (both TRS and captioned telephone)

Calls using the relay service shall be at no cost to the person making the call, except for
applicable intrastate or interstate tolls.

Answering Machine and Voice Mail Procedure (TRS only)

The following minimum procedures shall be used for processing TRS calls that reach an
answering machine or voice mail:

a. The CA will inform the caller when an answering machine or voice mail has been
reached.

b. When the TRS caller is a text user, and if the answering machine message is long,
the CA will record the message and convey it to the TRS user in its entirety.

C. The CA will relay the complete outgoing message verbatim including the option
for the TRS caller to leave a message if stated on the outgoing message.

d. The CA will leave the TRS caller=s message (voice or text).

e. The CA will confirm to the caller that the message has been left.

f. The TRS caller will be charged for only one call (the first call) regardless of the

number of calls that may be required to retrieve and convey the answering
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22,

23.

24,

25.

26.

217.

machine message and/or to leave a message.

If the TRS caller reaches an answering machine or voice mail, if necessary the CA will
record the voice announcement, and then relay the message back to the caller without
having to call back each time to get the entire message. Once the TRS call is completed,
the recorded message must be deleted. This may not work with voice menus.

Voice Menu Procedure (TRS only)

CAs shall, to the extent possible, convey the message to the text TRS user as quickly as
possible in order to process the TRS call as quickly as possible. The TRS caller will be
charged for only one call (the first call) regardless of the number of calls that may be
required to retrieve and convey the voice menu message.

One-Line Answering Machine or Voice Mail Retrieval (TRS only)

TRS users must be able to call VTRS to retrieve voice messages from answering
machines or voice mail without connecting to the third party. The relay agent will record
messages from answering machines or voice mail and then relay the message back to the
caller. Once the TRS call is completed, the recorded message must be deleted.

Call Billing Record (both TRS and captioned telephone)

Bidders must specify the system for identifying and documenting long-distance and toll
calls for billing purposes.

Bidders must also fully describe the billing system and billing process that will be used,
including identification of any subcontractors, specific duties of the subcontractors, how
the billing record detail will be transmitted to the billing agent (if any), how charges will
appear on the end user's bill, and how confidentiality of customer identification
information will be maintained.

Access to Local Exchange Company Enhanced Services (both TRS and captioned
telephone)

Bidders will explain how a TRS and/or captioned telephone user will be able to use local
exchange convenience services in conjunction with a relayed call. At least the following
services should be addressed: call forwarding, three-way calling, and last number redial.
If not currently available, bidders should describe steps that will be taken to enable the
service to be provided to users and the anticipated time frame for accomplishing these
steps.

Caller ID and VTRS Identification on Caller ID (both TRS and captioned telephone)

The provider shall explain the state of its ability to offer Caller ID. If the provider is
unable to offer true caller ID, or in those instances in which true caller ID is unavailable
on certain calls, the provider shall assure that its toll-free trunks/phone lines are
registered with the local phone companies as AVT Telecommunications Relay Service@
in order for Caller ID subscribers to view this label on their Caller ID boxes. The
company=s corporate name must not appear on Caller ID boxes when a subscriber
receives a VTRS call.

Use of ANI (both TRS and captioned telephone)
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29.

30.

31.

32.

33.

The bidder will explain how Automatic Number Identification (ANI) technology will be
utilized so that no caller is required to give his/her originating number, except in
instances where ANI information is not available from the local exchange carrier (LEC).

Mobile Radio, Paging, Cellular and Personal Communications Services Calls (TRS only)

The bidder will explain its capability for handling calls originating and terminating via
mobile radio, paging, cellular and PCS, including capability for appropriate billing for
each type of call.

Access to 9xx and 8xx Pay-Per-Call Services (TRS only)

The TRS bidder shall allow access to 9xx and 8xx number services that charge for usage.
The TRS bidder must allow for billing of the end user for such pay per calls. Also, the
TRS bidder must identify how it will determine if the end user=s phone number is
blocked from making such calls. The 50 percent discount rate for intrastate TRS calls
does not apply to pay per calls. (Captioned telephone users can directly dial these types
of calls.)

Customer Preference Database (TRS only)

To assist in making TRS calls more efficient, the TRS provider shall provide a database
of users= call preferences such as type of call, billing information, speed dialing, slow
typing, carrier of choice, etc. This information will appear on the CA screen when a TRS
user calls the relay center from the registered ANI. The TRS user must be able to provide
information to create or modify his or her record online, by mail, or by phone via
customer service personnel. This process should be efficient and easy for TRS users to
access and understand.

VRS and IP relay services (TRS only)

If the TRS bidder also provides video relay service (VRS) or Internet Protocol (IP) relay
service, it shall describe the process it follows for assigning ten-digit numbers, including
toll-free numbers, to VRS and IP relay users, as well as how it processes VRS and IP
relay calls from unregistered users. Additionally the TRS provider shall describe the
process for handling 911 calls placed through VRS and IP relay.

Type of Transmission (both TRS and captioned telephone?)

The TRS bidder shall be able to process TRS calls made by digital and analog
transmissions, including enhanced speed as developed by TTY manufacturers. Enhanced
speed codes to be used in VTRS need to be well established nationally before they can be
used in VTRS. An example of ubiquitous enhanced speed would be ATurbo Code@ from
Ultratec. Please indicate what type of enhanced speed will be used, if any, in the
proposed relay platform.

Automatic Error Correction (both TRS and captioned telephone)

Both TRS and captioned telephone bidders’ systems shall be equipped with an automatic
error correction function to automatically correct CAs= common typographical and/or
spoken errors. Bidders shall briefly describe the error correction systems that will be
deployed and give the size of dictionary used by the system.
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35.

36.

Bilingual Services (TRS only)

The TRS bidder shall describe how it can provide full relay (not translation) services to
users who have French or Spanish as their primary language, not English or ASL. The
bidder should indicate the additional cost of the service described over the contract bid
price, if any (do not include this service in the billable minute price in the Price
Quotation A sheetin ' V.C.A.)

ASL to English Translation (TRS only)

TRS CAs must translate the typed language of TRS users whose primary language may
be ASL or whose written English language skills are limited to conversational
grammatically correct English. This is to assist in clearer understanding between the two
parties. If text users instruct the CA to type verbatim, CAs will follow such instructions.

Community Outreach

Community outreach to users, potential users and the general public are an integral part
of VTRS. Bidders for TRS and captioned telephone service shall describe how they will
carry out, at a minimum, the following scope of work (bidders providing one bid for both
TRS and captioned telephone service will describe how they will provide outreach for
both services):

a.

h.

Provide a visible presence in deaf community organizations and gatherings to
hear feedback about TRS and/or captioned telephone service and to provide
information about program enhancements and changes.

Develop and widely distribute an appropriate range of printed material describing
TRS and/or captioned telephone service to different users and potential users of
the system(s).

Maximize news and feature media coverage of TRS and/or captioned telephone
service.

TRS bidders: Publish at least two newsletters per year, both in hardcopy and
electronic format, which may include information/articles on captioned telephone
service.

Utilize presentations and other interpersonal contact with all target groups to
provide information and answer questions about TRS and/or captioned telephone
service.

TRS bidders: Create and implement a promotional plan for speech-to-speech
designed to increase usage of that service, which is currently virtually unused.

Produce and distribute promotional items to users and potential users in Vermont.
Items may include, but are not limited to, magnets and pens. Bidders should
propose the amount and type of items to be produced. Actual design of the items
shall be undertaken in consultation with the VTRS advisory council, with final
approval by the contract administrator. Promotional items shall be specific to
Vermont and shall not be branded with the provider=s corporate identity or logo.

TRS bidders: Maintain a website providing comprehensive information for users
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38.

and potential users about both TRS and captioned telephone service.

I. TRS bidders: Work with local exchange companies to ensure that all telephone
directories carry appropriate information about TRS including information about
711.

All materials shall be developed in consultation with the VTRS advisory council, with
final approval by the contract administrator, except that nationally produced materials
that are generic to the service may be made available for distribution in Vermont as
appropriate and shall not require approval or consultation. Materials produced
specifically for Vermont shall not be branded with the provider=s corporate identity or
logo.

Bidders shall explain how they will provide staff for outreach activities, including
whether an account representative and/or outreach person will be located in Vermont. If a
representative will be located in Vermont, explain what percentage of that person's time
will be devoted to TRS and/or captioned telephone outreach. If the bidder proposes using
subcontractors to provide outreach activities, the bidder shall describe which
subcontractor(s) they propose to use, and what percentage of and specific outreach
activities they propose to subcontract. Note: the final bid price shall include all outreach
subcontractor expenses, which shall not be itemized out as a line item.

Consumer Input

Bidders shall describe their plans to include TRS and captioned telephone users in the
ongoing evaluation of the service(s). The plan should explain methods for gathering
consumer input on a regular basis and a description of how the recommendations from
these evaluations will be incorporated into the policies and procedures of the relay center.

The evaluations shall not come from those directly or indirectly involved in operating the
relay center or its corporate associates. This does not preclude the provider from
conducting additional internal evaluations that involve relay staff. The results of any
consumer evaluations or surveys shall be reported to the DPS in a timely manner.

VTRS Advisory Council

The TRS bidder shall explain how it will work with and interact with the VTRS Advisory
Council, composed of the following members: one representative of the DPS, who shall
act as chair and who shall be designated by the Commissioner of DPS; one representative
of the Department of Disabilities, Aging and Independent Living (DAIL), who shall act
as vice-chair; two representatives of the deaf community; one member of the
hard-of-hearing or speech-impaired community; one representative of a company
providing local exchange service within the state; and one representative of an
organization currently providing TRS.

The VTRS Advisory Council has been established by statute to Aadvise the Department
of Public Service and the contractor for TRS on all matters concerning the
implementation and administration of the state's telecommunications relay service.@ The
Council meets quarterly. The bidder should describe how it will actively solicit and
incorporate input from the Council.

DPS TRS AND CAPTEL RFP 17 March 8, 2010



39.

D.

By statute, "The members of the Council who are not officers or employees of the state,
shall receive per diem compensation and expense reimbursement in amounts authorized
by ' 1010(b) of Title 32. The costs of such compensation and reimbursement, and any
other necessary administrative costs shall be included within the contract....” The bidder
should include all costs of the Advisory Council, including refreshments, interpreters,
and travel and per diem costs, as part of its base price quotations, using a $50.00 per diem
rate. Four members of the Council receive per diem reimbursement.

Video Relay Service (VRS), Internet Protocol Relay (IP Relay), and Other Relay
Modalities

Bidders shall indicate their capacity to provide VRS, IP Relay, and other forms or
methods of relay service such as web-based captioned telephone service. Bids shall not
be rejected due to the bidder=s inability to provide VRS, IP Relay or any other relay
method or modality. The DPS seeks this information as part of an overall assessment of
bidder services, recognizing that, at present, these other services are reimbursed fully
from the interstate TRS fund.

SYSTEM STANDARDS

The underlying standard of the relay system, including captioned telephone service, shall be to
provide users access to the telephone network that is functionally equivalent to that provided to
those who are not impaired in their ability to use the telephone. To achieve that standard, the
relay system must have the following characteristics.

1.

Hours of Service

VTRS shall provide a consistent level of service 24 hours per day, seven days per week,
365 days per year.

Usage

No restrictions shall be placed on the length or number of calls placed by customers
through the relay center.

Blockage Rate

No more than one percent of calls at the busiest hour will be unable to be delivered to the
relay center network due to inadequate facilities. No more than one percent of calls may
be blocked daily.

Answer Time and Promptness of Service

At least 85 percent of the calls will be answered by a Communications Assistant (CA)
within ten seconds, measured daily. For TRS, no more than 30 seconds shall elapse
between receipt of dialing information and the dialing of the requested number.

Operator and Directory Assistance

TTY and captioned telephone users requiring operator assistance will be given the
toll-free number for operator services for the deaf upon request. Users will be able to
access local and long-distance directory assistance through TRS and captioned telephone
service. Local directory assistance calls must be billed to end users at the same rates (or
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10.

less) that are billed by the local company serving the end user. Long-distance directory
assistance calls must be billed at the TRS provider=s tariffed rate (if required to be filed
which the Vermont Public Service Board, or, alternatively, the rate in use by the TRS
provider at the time of the directory assistance call) or at the tariffed rate of the carrier
used for the long-distance directory assistance call. The Vermont Universal Service Fund
shall not be billed for directory assistance calls other than for associated conversation
minutes.

Complaint Resolution

The bidder shall fully describe procedures for handling complaints, inquiries, and
comments regarding TRS and/or captioned telephone services and personnel. Relay
center staff shall voluntarily offer the DPS Consumer Affairs & Public Information
(CAPI) TTY Hotline/consumer complaints number when consumers indicate, directly or
indirectly, that they are not satisfied with relay center staff response to their complaints.
The procedure and the Hotline number shall be described in appropriate printed outreach
material for both TRS and captioned telephone service.

The bidder shall describe how it will insure that any caller to the relay center having a
complaint will be able to reach a supervisor or administrator while still on line.

Bidder will certify that all complaints received from any source shall be documented
(including their resolution), kept on file, and forwarded to the DPS on a monthly basis.

DPS Complaint Resolution Support

The successful TRS bidder shall provide the DPS CAPI Division with TTY equipment to
enable DPS staff to communicate directly with TTY-using consumers who have
complaints and inquiries. The TTY toll-free Hotline number must be displayed
prominently on any print material developed specifically for Vermont by the successful
TRS and/or captioned telephone service bidder. The successful TRS bidder shall also pay
transportation and expenses for one training trip annually for one DPS staff or designated
representative to become familiar with its relay operation, and be prepared to handle
consumer complaints and other VTRS matters.

Conflict of Interest

To avoid the appearance of a conflict of interest, TRS and captioned telephone service
bidders shall demonstrate in their bids that they will operate the service as an
independent relay service. Bidders shall not use any information obtained from calls for
any other services they may provide to users of the relay system and shall not make any
such information available for sale.

Use of the Term "TTY"

The term "TTY" (rather than the term "TDD") and CapTel will be used consistently in
the VTRS, when referring to a text telephone or captioned telephone, respectively. The
term "text telephone” or “captioned telephone” may also be used in descriptive material.

No Corporate Branding of the Service
The Vermont Telecommunications Relay Service shall include both TRS and captioned
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telephone service and shall not be branded with the corporate name(s) of the provider(s)
unless specific written permission is given by the DPS contract manager.

TRS AND CAPTIONED TELEPHONE CA STANDARDS
Minimum CA Qualifications

Bidders shall specify how they plan to demonstrate that CAs meet all necessary
proficiency requirements. TRS CAs shall be able to quickly and accurately type
conversations. Both TRS and captioned telephone CAs will meet at least the following
requirements, as appropriate:

a. Basic skills in English grammar.
b. A minimum typing speed of 60 words per minute.
C. Minimum spelling skills, meaning the ability to quickly and easily spell words

comparable to a beginning college level conversation.

d. Diction, clarity, and formality of speech at a level appropriate to communication
between business professionals.

e. Ability to understand deaf people using limited English, ability to translate
typewritten ASL into English, and ability to translate limited written English to
correct English. TRS bidders shall demonstrate how they plan to train CAs in this
regard. Furthermore, bidders shall indicate at what level they consider CAs to be
fully trained in this capacity.

f. The bidder shall require all prospective TRS CAs to take and pass a quantifiable,
performance-based Relay CA Proficiency Examination. Captioned telephone CAs
must take and pass a performance-based, quantifiable oral-to-text test. Any CA
who cannot pass this examination within a three-month training period shall not
be utilized as a relay CA. Bidder must submit a copy of the CA Proficiency
Examination and/or oral-to-text test that will be used. If an exam does not
currently exist, bidder must provide a detailed outline for an exam to be
developed and a time frame for full development and implementation.

CA Training

Each bidder shall demonstrate how ongoing CA training will be provided by including
with its proposal an outline of a proposed CA training plan, including descriptions of
required classes. The provisions for CA training shall include, but not be limited to, ASL
Agloss@ and grammar, deaf culture and etiquette, needs of speech-disabled users,
operation of relay and/or captioned telephone telecommunications equipment,
procedures, ethics and confidentiality, professional judgment, and Vermont-specific
information such as pronunciation of town names and other conventions. Training shall
include both simulated and live, online call handling.

Bidders on captioned telephone service shall demonstrate how captioned telephone CAs
are trained on an ongoing basis to determine compliance with FCC accuracy guidelines.

Appropriate portions of in-service training for CAs shall be provided by experts from the

deaf and speech-disabled communities in the field of language interpreting, ASL and deaf
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culture and speech disability. Alternatively, the bidder must demonstrate that such
expertise exists on staff.

Bidders should include in the training plan provisions for ongoing CA training to refresh
skills and inform and update CAs on issues and topics pertinent to the deaf, hard-
of-hearing, and speech-disabled communities.

TRS trainees should be identified to both parties at the outset of each conversation.
Procedures for Relaying Communication

Both TRS and captioned telephone CAs must convey the full content, context and intent
of the communication they translate. The key word is “intent.” Unless requested
otherwise by a user, the CA shall relay all calls according to the following procedures:

a. TRS CAs shall identify themselves to a TTY user by number and gender at the
beginning of each TRS call, and by number to a voice caller. Requests by TRS
users for a CA of a particular gender shall be honored.

b. For TRS calls, unless directed otherwise by the user, CAs shall translate into
standard English the calls of users who have limited written English language
skills so that hearing persons can understand the call and communication can
occur. For both TRS and captioned telephone service the hearing person's English
must be translated back into written English at a level that the deaf person can
understand. TTY users may instruct the CA to voice in standard English or word-
for-word that which the TTY user types.

C. For captioned telephone calls, CAs must revoice verbatim all conversations by the
party responding to or calling the captioned telephone user, and not intentionally
alter a relayed conversation.

d. TRS CAs shall, to the best of their abilities, let the TTY user know the non-TTY
user's tone of voice; captioned telephone CAs shall, to the best of their abilities,
revoice the tone of voice of the party responding to or calling the captioned
telephone user . Whenever possible, characterizing of tone will first be conveyed
with descriptive words such as aAyelling,@ Acrying,@ Aloud,@ Aquiet,@ or
Aforeign accent.@ These words shall be in parentheses or brackets. If it is clear to
the CA that the tone of voice is more emotional than the descriptive sound words
can provide, then the TRS CA can type something such as 2(sounds angry)e in
addition to the descriptive sound words if it makes the conversation clearer. Such
descriptions and other similar utterances shall be in parentheses or brackets,
preceded by the word aAsounds.@ The TRS contractor shall provide a
comprehensive list of possible descriptive sound words as well as a possible list
of emotional terms that will be used A(sounds adjective)e for the VTRS
administrator and Advisory Council to review. TRS CAs may also be creative in
the ways that they may convey the hearing person=s vocalizations to the TTY
user. If the voice relay user Agroanse or Ahumse these could be relayed as
Apoohe or Ahmmm.@ An excited Ayes@ may be relayed as Ayesssss!!!@ The TRS
and/or captioned telephone service contractor should provide training in voice
tone conveyances as part of the overall agent training.
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e. The captioned telephone service provider will whenever possible make
improvements to the voice recognition software so as to ensure the accuracy of
transcribed conversations to the captioned telephone user.

f. TRS CAs shall keep the user informed on the status of the call, such as dialing,
ringing, busy, disconnected, fax tone, recording or on hold.

g. The TTY user shall have the option of telling the TRS CA what aspects of the call
that he/she will handle. For example, the TTY user may request to introduce relay
services to the called party, rather than have the CA do it.

h. The TRS CA shall type to the TTY user or verbalize to the non-TTY user all that
is said when the call is first answered and at all times during the conversation,
unless either party specifically requests otherwise. Likewise, captioned telephone
CAs shall verbalize all that the other party says.

I. When a TRS CA needs to explain relay to a hearing user, the CA shall also type
A(explaining relay)@ for the benefit of the TTY user. Conversely, when the CA
needs to explain relay to a TTY user, the CA will inform the hearing user that the
CA is explaining relay. Upon request by the user, the TRS CA shall not announce
a call as a relay call, permitting the caller to provide explanation, if any. The CA
shall not indicate that the TTY user is deaf, hard-of-hearing, or speech-disabled
unless the TTY user requests that information to be relayed. This requirement is
not applicable to captioned telephone CAs because those users voice their own
conversation to the other party directly.

J. When speaking for a TTY user, the TRS CA shall adopt a conversational tone of
voice appropriate to the type of call being made.

k. TRS CAs shall indicate to the TTY user if another (hearing) person comes on the
line.

l. TRS and captioned telephone CAs will stay with a relay call for a minimum of ten
minutes, with the exception that if a TRS CA is relaying a speech-to-speech call
the CA will be required to stay with the call for a minimum of fifteen minutes.
The bidder must describe procedures used for relieving CAs during a call, if
necessary. Description should include under what conditions relief during calls is
permitted, when during a call it is permitted, and what procedures will be
followed to inform the parties.

m. When a line is busy, the TRS CA shall redial as many times as requested. Not
required for captioned telephone CAs because those users directly dial the call
themselves.

n. All comments directed to either party by the TRS CA shall be relayed. These
comments shall be typed in parentheses or brackets; for example, A<Will you
accept a collect call?>@ All comments directed to the TRS CA by either party
shall also be relayed, for example, AYes, I'll accept the collect call.@

0. If either party uses the third person, the TRS CA shall relay in the third person.
Captioned telephone CAs shall voice the other party’s comments verbatim.
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p. To correct a typing error, TRS CAs shall not backspace, but continue in a forward
direction by typing 2XXe (common TTY convention for error) and then typing
the word correctly. Captioned telephone errors shall be corrected as soon as
possible during the conversation and shall be presented in parentheses or brackets.

g TRS CAs shall verify spelling of proper nouns, numbers and addresses that are
spoken. This shall be relayed as discussed in n above.

r. The CA will stay on the line until both parties have terminated the call. The TRS
CA will ask the TTY user if additional calls are desired. If necessary to process a
complaint or compliment, a TRS or captioned telephone call will be transferred to
a supervisor at the request of the user.

S. CAs shall not counsel, advise, hold personal conversations with or interject
personal opinions or additional information into any TRS or captioned telephone
service relay call. CAs shall not hold personal conversations with anyone calling
VTRS even if prompted by VTRS users.

t. TRS users shall not be required to give their full names or the full name of the
party they are calling. This information shall not be recorded in any form without
the permission and knowledge of the caller (except for long-distance billing
purposes). It is understood that for some calls, having the full name would help
facilitate the call. The TRS CA may ask for that information and explain how it
may facilitate the user’s call. However, the CA shall not refuse to make a call if
the caller does not wish to give full names. This requirement is not applicable to
captioned telephone users because those callers dial and speak directly with the
called party themselves.

u. TRS CAs will uniformly recognize an Ase typed by a TTY user at the beginning
of a call to indicate that the user is speech impaired. TRS bidders shall propose
procedures for fulfilling this requirement. This convention shall be included in all
informational material produced and distributed to explain TRS usage.

V. TRS CAs will leave or retrieve (retrieve only, for captioned telephone CAS)
messages on answering machines or other voice processing systems. Bidders shall
describe procedures for obtaining any necessary system access codes from the
user and statements regarding the confidentiality of that information.

w. TRS bidders will provide descriptions of the steps and a script of what the caller
will experience between dialing the last digit of the VTRS number and the TRS
CA dialing the number to be called. Captioned telephone service bidders will
provide, for both one-line and two line captioned telephone service, a description
of the steps involved and the user’s experience between dialing a captioned
telephone call and when captioning begins.

Confidentiality of Calls

All calls shall be totally confidential, which means no written or electronic script shall be
kept beyond the duration of the call. Both TRS and captioned telephone CAs and
supervisory personnel shall not reveal information about any call, except the minimum
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necessary for billing purposes, including the information below. Both TRS and captioned
telephone CAs must be required to sign a pledge of confidentiality promising not to
disclose the identity of any caller or any information learned during the course of
relaying any call, either during the period of employment as a CA or after termination of
employment. TRS and/or captioned telephone bidders will describe the methods used to
train and the means of evaluating CAs to ensure all aspects of confidentiality are
maintained.

In addition, CAs should be trained not to reveal the identity of fellow CAs unnecessarily,
because CAs identified by name—and thus potentially personally known in the deaf,
hard-of-hearing, or speech-disabled communities—defeats the concept of
Atransparencye of the relay service and may create discomfort on the part of users.

a. When training new CAs by the method of sharing past experience, trainers shall
not reveal any of the following information:

I. names, genders, or ages of the parties to the call;
ii. originating or terminating points of the call,
iii. specifics of the information conveyed.

b. CAs shall not discuss, even among themselves or their supervisors, any names or
specifics of any relay call, except in instances of resolving complaints. CAs may
discuss the general situation that they need assistance with in order to clarify how
to process a particular type of TRS relay call. CAs should be trained to ask
questions about procedures without revealing names or specific information that
will identify the caller. If a user is in an emergency or life-threatening situation, or
causes an emergency situation to exist by threatening the CA or relay center,
names and specific information may be disclosed by the CA to a supervisor to
expeditiously address the situation.

C. Watching or listening to actual calls by anyone other than the TRS or captioned
telephone service CA is prohibited except for training or monitoring purposes, or
for other purposes specifically authorized by the DPS.

d. Proposals shall include a copy of the policies the bidder will use to preserve
confidentiality. Such policies may include protocols employees are encouraged to
use to prevent unintentional disclosure of relayed conversations. A copy of the
confidentiality policy shall be provided to a user upon request.

e. A CA or supervisor who, after investigation, is found to have violated the
confidentiality rules and regulations shall either be terminated immediately or be
given a warning and automatically terminated the second time it occurs. Proposals
shall specify the policy for reviewing and handling alleged violations of
confidentiality.

f. The contractor shall be restricted to collecting only that personal information
necessary to provide and bill for the relay service being rendered. This
information shall not be used for any other purposes.
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Obscenity Directed to the CA

CAs do not have to tolerate obscenity directed at them. A proposal should specify how
the contractor will handle these situations. It is acceptable to transfer callers using
obscenities directed at the CA to a supervisor to determine why the caller is using
obscenity and to explain that this is inappropriate.

CA Counseling

TRS and/or captioned telephone bidders are required to provide an ongoing counseling
and support program for CAs to help them deal with the emotional aspects of relaying
calls. The bidder should describe this program in the proposal.

Staffing for Call Volume/Usage Patterns

TRS and/or captioned telephone service bidders” proposals shall describe how the bidder
will plan staffing patterns in response to call volumes and usage patterns.

Policy and Procedures Manual

TRS and/or captioned telephone service bidders shall provide with the proposal a copy of
the existing (or a comprehensive outline of a proposed) CA Policy and Procedures
Manual that shall include, but not be limited to, confidentiality, handling of emergency
and crisis calls, consumer complaint procedures, consequences of non-compliance to
policies, and functions and roles of a CA.

Emergencies

The State of Vermont has statewide Enhanced-911. TRS and/or captioned telephone
service bidders shall outline how they will achieve the following:

a. A policy for handling and referring emergency calls. The policy should include
provisions for the CA to help the TRS caller find the appropriate emergency
service number through Directory Assistance. The policy should indicate how the
TRS and/or captioned telephone service provider will interact with Enhanced 911
to provide caller location information.

b. An outreach/education program component to educate TRS and/or captioned
telephone users regarding the use of E-911, rather than relay, for emergency calls.

SERVICE PROVIDER REPORTING REQUIREMENTS
Traffic Reports

TRS and/or captioned telephone service provider(s) shall report to the DPS by the 21st
calendar day of the following month the following statistics for the previous month. If the
winning bidder will provide both services, traffic reports to include for each service the
information below may be combined into one report. (More frequent or more detailed
reports shall also be available upon request.)

a. Monthly summary detail record
i. Total minutes of service and number of calls handled.

ii. Total billable (conversation) minutes of service.
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ii. Total non-billable (session) minutes of service.

b. Monthly detail of billable (conversation) data. Total minutes and total calls for
each of the following:

i. Local

ii. Intrastate

iii. Intrastate toll-free

iv. 8XX and 9XX pay-per-call

V. Intrastate directory assistance
Vi, General assistance
vii.  Intrastate busy/ring/no answer
viii.  Emergency
C. Monthly detail of non-billable (session) data. Total minutes and total calls for

each of the following:

I. Interstate

ii. Interstate toll-free

iii. International

\V2 Interstate directory assistance
V. Interstate busy/ring/no answer

d. Monthly device report (TRS only, unless vendor is the same for both TRS and
captioned telephone service). Total minutes of service, calls handled and average
length of call for each of the following:

i. TTY Baudot

ii. TTY Turbocode
iii. Voice calls

iv. VCO

V. ASCII

Vi, Speech-to-speech
vii. HCO

viii.  Captioned Telephone (reported separately if TRS and captioned telephone
vendors are different)

iX. Other, if any (describe the call type)
e. Delayed call profile (TRS only)
I. Number of inbound calls (calls placed to the TRS center[s])
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ii. Number of inbound calls placed in queue

iii. Number in inbound calls answered from queue

iv. Total number of inbound calls abandoned from queue
V. Percent of abandoned calls to calls in queue

Vi, Callers in queue for each of the following time frames: less than 1 second;
1-5 seconds; 5.01-10 seconds; 10.01-15 seconds; 15.01-20 seconds; 20.01-
25 seconds; 25.01-30 seconds; 30.01-40 seconds; 40.01-50 seconds;
50.01-60 seconds; 60.01-90 seconds; 9.01-120 seconds; 120.01-180
seconds; 180.01+ seconds.

f. Daily activity report (TRS only)
I. Number of calls handled for each day of the month
ii. Average number of weekday calls
ii. Average number of weekend calls
(\2 Peak days and hours of operation

V. Average speed of answer
Vi. Percent of calls answered in 10 seconds
g. Daily activity report (captioned telephone service only)

I. Abandoned call rate
ii. Percent of calls answered within 10 seconds
ii. Percent of calls blocked

Invoice Format

TRS and/or captioned telephone service bidders will submit the reporting format that will
be used to provide all of the above information. Bidders must include information on its
capability to provide ad hoc reports when requested.

Traffic projections

On an annual basis, the TRS and/or captioned telephone service vendor(s) must provide
by June 1 of each year forecasted usage figures and costs to the DPS for the upcoming
fiscal year, beginning July 1.

Other Reporting Requirements

a. The TRS and/or captioned telephone service provider(s) shall report to the DPS
the results of the user evaluations conducted in accordance with ' 1V.C.37.

b. The TRS and/or captioned telephone service provider(s) shall provide monthly
summary reports to the DPS regarding numbers, topics, and resolution of
complaints received. Copies of all individual complaint records for the month will
be sent with the statistics. In addition, on an annual basis the TRS and/or
captioned telephone service provider(s) shall, by June 15 of each year, provide to
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the DPS an annual log of complaints for the period June 1 of the prior year
through May 31 of the current year.

C. The TRS and/or captioned telephone service provider(s) shall, by January 21 of
each year, provide to the DPS Multistate Average Rate Structure (“MARS”) plan
data for the prior calendar year.

G. CONTRACT START-UP

Bidders shall describe a plan for implementing TRS and/or captioned telephone service by July
1, 2010. The plan should describe how the transition from the existing provider to a new
contractor, if necessary, will be accomplished. The plan shall allow time as necessary to notify
and educate TRS and/or captioned telephone service users about any changes that the transition
may entail, and shall describe the procedure for notifying and educating users as needed. The
plan shall also include a time line of critical dates for major steps in the implementation process
from contract award to start date. There will be no separate payment to the contractor for costs
associated with start-up.

H. TRANSITION TO A NEW PROVIDER

At such time as the VTRS may be transferred to a new provider(s), the winning bidder(s) shall
make every effort to ensure that the transfer takes place in a manner that prevents TRS and/or
captioned telephone service users from experiencing an interruption in service. The TRS and/or
captioned telephone service and customer service toll-free numbers or other telephone numbers
as necessary shall be made available to the new provider(s), with the new provider(s) paying any
costs associated with the transfer.

l. UNSOLICITED FEATURES

This is an optional item. Any additional features not described elsewhere in this RFP that bidders
would like to propose should be fully described indicating how the feature would work, how it
would improve the system, which users would benefit from the feature, and any other
information that would allow evaluation of the feature.

V. PRICE PROPOSAL
A PRICING

Prices in response to this RFP and ultimate reimbursement to the contractor(s) will be based on a
price per completed call minute, or "billable minute." A billable minute shall include the time the
calling party is connected to the called party or to an answering machine at the called party's
number, or to a recorded message or intercept for the called number. A billable minute does not
include time in queue (call is ringing, waiting for a live answer), call set-up, call wrap-up,
multiple calls required to handle calls reaching an answering machine or voice menu, or calls
that have reached numbers that are busy or receive no answer.

Bidders will complete the attached Price Quotation sheet, indicating a price per billable minute
for the listed call volume ranges for each of the four possible contract years. If bidding on both
TRS and captioned telephone service, bidders should fill out a separate sheet for each service.

B. START-UP EXPENSES
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The DPS will not pay any amounts for start-up expenses or expenses incurred in the preparation
of the bid proposal.

C. PRICE QUOTATION

All bidders are expected to fill out the enclosed Price Quotation ACPrice Per Billable Minute
sheet completely. If bidding on both TRS and captioned telephone service, bidders should fill out
a separate sheet for each service. A second form, Price Quotation BCPricing of Additional
Features and Services, is provided for pricing any desirable features proposed by bidders. All
bidders are expected to fill out the Price Quotation B sheet with respect to the bidder=s
proposed outreach program as well as any features that are not currently provided and are,
therefore, priced separately. (If bidding on both TRS and captioned telephone service, bidders
should fill out a separate sheet for each service for which outreach will be provided.) All prices
listed on the sheets shall be binding on the bidders and are not negotiable. Any pricing proposal
that is incomplete or contains significant inconsistencies or inaccuracies may be rejected. No
deviations, qualifications, or counter offers will be accepted. The DPS reserves the right to reject
all bids.

D. TRAFFIC INFORMATION

Total TRS and CapTel call statistics for December, 2009, were as follows:

Calls Minutes
TRS
Total: 2,870 7,339
Intrastate: 2,720 6,169
Interstate: 150 1,170
International: 0 0
Captioned Telephone
Total: 5,301 15,451
Intrastate 4,627 11,937
Interstate 604 3,334
International 70 180
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Vermont Department of Public Service
Proposal to Provide Telecommunications Relay Service in Vermont

PRICE QUOTATION A
Price Per Billable Minute*

Billable Minutes Year 1 Year 2 Year 3 Year 4

15,000 - 19,999

20,000 - 24,999

25,000 - 29,999

30,000 - 34,999

35,000 - 39,999

40,000 - 44,999

45,000 - 49,999

50,000 +

Name Title

Signature Company

*Billable minute means intrastate completed minutes (see ' V.A).
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Vermont Department of Public Service Proposal to Provide Telecommunications Relay Service in Vermont

Pricing of Additional Features and Services

PRICE QUOTATION B

Feature or Service

Year 1

Year 2

Year 3

Year 4
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V1. BIDDER RESPONSE REQUIREMENTS
A FORMAT

In response to this RFP, each bidder for TRS and/or captioned telephone service is required to
submit a proposal organized into seven clearly identified sections in the following order:

A. Transmittal letter

Checklist & certifications (Attachment A)
Index

Technical proposal

Price proposal (forms provided*)

mTmoO oW

Attachments
G. Protective agreement (optional)

* Bidders should copy the forms and provide separate price proposals if bidding on both TRS and
captioned telephone service

Four completed proposals (one original and three copies) should be submitted. One of the four
should be clearly labeled AOriginale@ and contain all original signatures.

Proposals should be submitted in three-ring binders.

Each page of the proposal should be numbered consecutively with the transmittal letter as Page
1.

In the top or bottom margin of each page, the company name should be identified.

Proprietary material should be printed on colored paper different from the non-proprietary
material.

B. TRANSMITTAL LETTER

The transmittal letter should state that the response to the RFP represents a binding offer for the
specific service bidder is bidding on, and that the bidder intends to comply with all requirements
of the RFP. Such positive statements not withstanding, if in the body of the proposal the bidder
indicates either lack of response or technical non-compliance with the RFP, the bid may be
rejected. The transmittal letter should be signed by the bidder or an officer of the bidder legally
authorized to execute contractual obligations (see also ' I1.F).

C. CHECKLIST AND CERTIFICATIONS

The transmittal letter should be followed in the proposal by the checklist and certifications form
(Attachment A). Each item in the checklist must be initialed by the person who signed the
transmittal letter, indicating that the item has been included in the proposal and accurately
represents company information or commitments. Each certification must also be initialed. A bid
contact person should be designated on this form.

Certification of four specific forms of non-collusion is required:
1. In certification 1, the bidder warrants that no person or selling agency has been
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employed or retained to solicit or secure the proposed contract based upon an
agreement or understanding for a commission, percentage, brokerage, or
contingent fee.

2. In certification 2, the bidder warrants that except for proposed subcontracts or a
joint proposal, the prices proposed have been arrived at independently without
consultation, communication, or agreement with any other bidder or competitor
for this procurement.

3. In certification 3, the bidder warrants that unless otherwise required by law, the
prices submitted have not knowingly been disclosed by the bidder directly or
indirectly to any other bidder or to any competitor, nor will they be disclosed
prior to the award of the contract.

4, In certification 4, the bidder warrants that no attempt has been or will be made by
the bidder to induce any other person or firm to submit or withhold a proposal for
the purpose of restricting competition.

D. INDEX

The index shall identify the page number on which each element of the proposal is contained.
Items in the checklist must be indexed as a block in the same order as they appeared in the
checklist. Any other items to be indexed should appear in the index either before or after the
checklist block.

E. TECHNICAL PROPOSAL

The technical proposal shall present a full and complete description of how the bidder will carry
out the requirements set forth in ' 1V, covered in sufficient detail for complete understanding
and evaluation.

F. PRICE PROPOSAL

The provided APrice Quotation@ forms are self-explanatory (see ' V). The bid prices are fixed
for the term of the contract. Estimates will not be accepted. Payments will be based upon
contracted services actually performed in accordance with the prices bid in the price proposal.

G. ATTACHMENTS

The documents that must be included with the proposal as attachments are identified in the
checklist.

H.  PROTECTIVE AGREEMENT (optional)

Bidders should fill out the Standard Protective Agreement in Attachment B if any information
provided in the bid is to be considered proprietary or confidential.
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ATTACHMENT A: CHECKLIST AND CERTIFICATIONS
VERMONT DEPARTMENT OF PUBLIC SERVICE
VERMONT TELECOMMUNICATIONS RELAY SERVICE PROPOSAL

All bidders are required to provide a response to every item on this form. Failure to do so may
result in rejection of the proposal as nonconforming. Each response requires the initials (not a
check mark) of the corporate principal (authorized to commit the company to the work proposed)
signing this transmittal form and other proposed documents requiring signature.

A. REQUIRED CERTIFICATIONS:

1 | certify that no Afinder=s fee@ has been paid to an individual or agency.

2 | certify that bid prices were arrived at without consultation with other bidders.
3. | certify that bid prices have not been knowingly disclosed.

4 | certify that no attempt has been made to suppress competition for this RFP

CERTIFICATION

Signature

Name Title

Date

B. CHECKLIST

RFP Reference Item Initial
VI1.B Transmittal letter

VI.C Checklist & Certifications

VI.D Index

VILE; IV Technical proposal

VI.F; V Price proposal
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I.c
11.D
I.E
I.F
.G
1IN

11.J.
1.0
IV.B

IV.C.5.d
IV.C.8
IV.C.9
IV.D.6
IV.D.9
IvV.D.10
IVE.LF
IV.E.2
IV.E.4.d
IV.E.6
IV.E.8
IV.F.1.h

Request for confidentiality of information
Bidding company information

Disability representation

Subcontractor usage

Contract management

Financial history

Experience & customer references
Center location information

Statement of commitment to comply with FCC
regulations

Disaster recovery plan

Current staffing & recruiting plan
Disability awareness training plan
Complaint resolution procedures
Outreach program description
Consumer input plan

CA proficiency exam

CA training plan

Confidentiality policies

CA counseling program

CA policy & procedure manual
Reporting format

C. DESIGNATED CONTACT

Name :
Company :
Address :
Telephone :
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ATTACHMENT B: STANDARD PROTECTIVE AGREEMENT
STATE OF VERMONT
PUBLIC SERVICE BOARD

Investigation into the adoption and )
implementation of ALifeline@ telephone )
rates as it relates to Contract for )
Telecommunications Relay Service )

Docket No.

PROTECTIVE AGREEMENT
THIS AGREEMENT is dated as of , 20__, and is by and among

(athe Companye) and the State of Vermont Department of Public

Service (the "Department™ or ADPS@) and any other below-signed parties, the names of which
are set forth on the signature pages to this Agreement (the Company and the Department, and
any other party to this Agreement, are sometimes referenced herein, where the context requires,
as AParty,@ and collectively as the APartiese);

WHEREAS, the parties desire to cooperate in the provision of information relevant to
this Abid and contracte and the ensuing Docket before the Vermont Public Service Board (or
other Docket, if any, opened by the Board), with respect to approval of the proposed Contract
and matters relating thereto;

WHEREAS, the Department and the Company have entered into interaction regarding a
Request for Proposal and contract for telecommunications relay services under Section 218a of
Title 30 of the Vermont statutes annotated (2the bid and the contract@) and it is important that
the Company provide the Department with information regarding its financial history and
operations;

WHEREAS, the Company has information pertinent to Athe bid and contracte and the
ensuing Docket that it has or may be asked to provide to the Department or to the Parties, which
the Company believes could result in financial and/or competitive harm to the Company if they
are required to disclose such information to the public and which information the Company
believes to be proprietary, privileged, confidential or in the nature of a trade secret (such
information is herein referenced as AAllegedly Confidential Information@ and as specifically

described on Schedule I hereto, which Schedule may be amended only in accordance with the
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terms of this Agreement);

WHEREAS, The Company desires to disclose Allegedly Confidential Information only
to Parties that have executed Schedule Ila or Schedule 11b, as appropriate, to this Agreement or,
in certain situations, only to the Board or the Department for review in accordance with this
Agreement; and

WHEREAS, the Parties have agreed to the procedures established in this Agreement for
the disclosure to Parties, the Department, and/or the Board of Allegedly Confidential
Information and, to the extent disclosed to a Party hereunder, to hold such Allegedly
Confidential Information in confidence as provided herein;

NOW, THEREFORE, in consideration of the mutual covenants and promises set forth
herein and other good and valuable consideration, the receipt and sufficiency of which is hereby
acknowledged, the Parties hereto agree as follows:

1. If the Department agrees to treat specific information to be provided by the
Company in the Abid and contract@ and ensuring Docket before the Board (which, for purposes
of this agreement is defined to include any other docket, if any, opened by the Board to consider
the Contract) as Allegedly Confidential Information, the Company will submit to the Board and
all Parties a copy of Schedule I, as from time to time revised in accordance with the terms of this
Agreement, which identifies each such item of Allegedly Confidential Information and is signed
or initialed by the Department to evidence its agreement to treat as Allegedly Confidential
Information. This Agreement applies only to that information which The Company and the
Department agree will be treated as Allegedly Confidential Information and listed on Schedule 1.
Schedule I may only be amended by agreement of the Company and the Department.

2. The Department may obtain Allegedly Confidential Information by submitting to
The Company=s counsel Schedule Ila attached hereto, which incorporates by reference this
Protective Agreement. If such a request is made for Allegedly Confidential Information, The
Company, through its counsel, will provide one copy of the Allegedly Confidential Information
sought to the Department, or otherwise make such Allegedly Confidential Information available.
The Department will afford access to the Allegedly Confidential Information only to its
employees who have executed Schedule Ila to this Agreement and returned same to The

Company=s counsel.
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3. A Party other than the Department (which may include members of the Vermont
Telecommunications Relay Service Advisory Council established pursuant to 30 V.S.A. ' 218a)
may obtain Allegedly Confidential Information by submitting to the Company=s counsel the
Protective Agreement attached hereto as Schedule 11b, and its request by Schedule I11. If such a
request is made for Allegedly Confidential Information, the Company, through its counsel, will
provide one copy of the Allegedly Confidential Information sought to such Party, or otherwise
will make such Allegedly Confidential Information available to such Party, except those
documents or portions thereof excised based on legal objection and duly noted by counsel for the
Company, including, but not limited to, objections based on relevance, privilege, or discovery
that is burdensome, cumulative or requires disclosure of confidential commercial information or
trade secrets. Each such Party will afford access to the Allegedly Confidential Information only
to such employees, consultants, and other representatives who have executed Schedule I1b and
are named in Schedule 111 to this Agreement and returned same to the Company=s counsel.

4. Documents containing or incorporating Allegedly Confidential Information to be
offered in evidence under seal may be copied as necessary for that purpose. The Parties=
counsel, personnel and consultants, who have agreed in writing to be bound by this Agreement,
may take notes regarding such Allegedly Confidential Information, but only as necessary for
preparation for proceedings in Athe bid and contract@ and the ensuring Docket. Such notes shall
be treated the same as the Allegedly Confidential Information from which the notes were taken
and shall not be used for any purpose other than as specified herein.

5. No Party that has executed this Agreement, and no person representing such Party,
that is afforded access to the Allegedly Confidential Information shall use the Allegedly
Confidential Information for any purpose other than the purpose of preparation for and conduct
of this Docket, including appeals of any order or ruling therein, and then solely as contemplated
herein. Each such Party, and each such person shall keep the Allegedly Confidential Information
secure and shall not disclose it or afford access to it to any person not authorized by this
Agreement. Nothing in this Agreement precludes the Department from using Allegedly
Confidential Information obtained hereunder either to seek a Board investigation (provided that
the Department continues to treat such Allegedly Confidential Information as confidential
pursuant to the protective terms of this Agreement) or request that the Allegedly Confidential

Information or similar information be provided by the Company in any other context.
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6. No persons other than those who have signed or agreed to be bound by this
Agreement shall be permitted to hear or review testimony given with respect to the Allegedly
Confidential Information.

7. Atany Board hearing or conference in this proceeding, no witness, other than the
Company witnesses, may be questioned with respect to the Allegedly Confidential Information
unless that person has read this Agreement and has agreed to be bound by its terms.

8. Each Board stenographer or reporter in this proceeding shall sign and be bound by
this Agreement.

9. Each Board stenographer or reporter shall be instructed to and shall start a separate
transcription for testimony or discussion on the record of the Allegedly Confidential
Information. Such transcription shall be marked "Confidential” and sealed and filed with the
Board, and copies of the same shall be made available only to those persons who have signed or
agreed to be bound by this Agreement.

10. Upon completion of the Abid and contracte process and the ensuring Docket (with
respect to approval of the Contract), including administrative or judicial review thereof, each
Party that has received a copy of the Allegedly Confidential Information, and each person
representing such Party, shall return the Allegedly Confidential Information to the Company=s
counsel, except for those portions of the Allegedly Confidential Information that have been made
part of the public record in the Abid and contract@ process and the ensuring Docket (with respect
to approval of the Contract) or in appeals of any order or ruling therein. Any notes taken
regarding, and documents or information in any form incorporating Allegedly Confidential
Information shall be destroyed. On or before sixty (60) days after final decision or judgment in
this Docket (or appeal from any ruling or order therein) is rendered, each person who has
executed this Agreement or Schedule 11a or Schedule Ilb hereto shall advise the Company in
writing that the requirements of this Section 10 have been met.

11. No signatory hereto shall assign to any other person its rights or obligations
hereunder, and any such assignment by any signatory of the rights and obligations hereunder
shall be null and void.

12. Anindividual=s access to Allegedly Confidential Information ceases upon
termination of employment with a Party, and any individual who terminates employment with a

Party who has executed this Agreement or Schedule Ila or Schedule 11b shall continue to be
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bound by its terms.

13. This Agreement is made under and shall be governed by the laws of the State of
Vermont.

14. This Agreement shall in no way be deemed to constitute any waiver of the rights of
any Party to the Abid and contract@ process and the ensuring Docket to at any time contest any
assertion or to appeal any finding that specific information is or should be Allegedly
Confidential Information or that it should or should not be subject to the protective requirements
of this Agreement. The Parties hereto retain the right to question, challenge and object to the
admissibility of any and all Allegedly Confidential Information furnished by the Company under
this Agreement on any available grounds, including, but not limited to, competency, relevancy
and materiality. Any Party may at any time seek by appropriate pleading to have Allegedly
Confidential Information submitted under this Agreement or under protective order issued by the
Board pursuant to this Agreement, removed from the coverage of this Agreement or order.

15. The foregoing provisions of this Agreement notwithstanding, this Agreement shall
in no way be deemed to constitute a waiver by the Company of its right to protect the disclosure
of Allegedly Confidential Information to the full extent allowable by applicable law, in the event
that the Board or a Hearing Officer in the Abid and contract@ process and the ensuring Docket
proceedings should rule that any information is not appropriate for inclusion in a sealed record,
or should be disclosed to a Party where the Company has objected to such disclosure under
paragraph 3 of this Agreement, the Parties agree that at the request or upon the motion of the
Company seeking protection of such information from disclosure, such information will not be
disclosed under the later of five business days after the Board so orders, or, if the Company files
an interlocutory appeal or requests a stay of such order, the date upon which such appeal or
request is decided; provided, however, that said periods may be extended in accordance with any
stay ordered by the Board or a reviewing court.

16. The Parties will promptly submit to the Board a proposed Protective Order in the
form attached hereto as Schedule 1V that, if adopted, will set forth the procedure for treating
Allegedly Confidential Information in a sealed record.

17. Each Party warrants that it will act in good faith and will not do anything to deprive
any other Party of the benefit of this Agreement.

18. This Agreement may be amended or modified only by a written document signed by
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the Parties hereto.

19. The Parties have entered into this Agreement in order to expedite the production of
information, to minimize the time spent in discovery disputes, and to facilitate the progress of
this investigation to the fullest extent possible. Entry into this Agreement shall not be construed
as an admission by any Party regarding the scope of that Party's statutory right to information,
nor shall it be construed as a waiver of the right to raise any and all appropriate confidentiality
issues in future dockets.

20. Information designated by the Company as Allegedly Confidential Information
pursuant to this Agreement which a Party also obtains independent of this Agreement is not
subject to this Agreement.

21. The Company shall not seek the disqualification of any Department employee,
consultant, or other representative as to any authorized Department activity, on the grounds that
such employee reviewed information provided hereunder.

COMPANY:

By:
Title:
Date:

VERMONT DEPARTMENT OF
PUBLIC SERVICE:

By:
Title:
Date:
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STATE OF VERMONT
PUBLIC SERVICE BOARD

SCHEDULE I

Investigation into the adoption and
implementation of ALifeline@ telephone
rates as it relates to Contract for
Telecommunications Relay Service

Docket No.

N N N N

DOCUMENTS TO BE TREATED AS ALLEGEDLY
CONFIDENTIAL INFORMATION
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SCHEDULE Ilb
STATE OF VERMONT
PUBLIC SERVICE BOARD

Investigation into the adoption and
implementation of ALifelinee telephone
rates as it relates to Contract for
Telecommunications Relay Service

Docket No.

N N N N

I, (name), serve as

(title or advisory capacity) to the Department of Public

Service ("DPS) in the above-captioned proceeding before the State of Vermont Public Service

Board. In connection with the work done for (Party), I request to be given
access to certain Allegedly Confidential Information of (the
Company) under a Protective agreement dated as of ,20__ by and

among the Company, the Vermont Department of Public Service, and other Parties, as defined
therein. A copy of that Protective Agreement has been delivered to me. | have read this

Agreement and agree to comply with and be bound by its terms.

Dated: Signature
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SCHEDULE Il
STATE OF VERMONT
PUBLIC SERVICE BOARD

Investigation into the adoption and
implementation of ALifelinee telephone
rates as it relates to Contract for
Telecommunications Relay Service

Docket No.

N N N N

The undersigned Party hereby requests that the Allegedly Confidential

Information described below be furnished pursuant to the Protective Agreement dated as of

, 20__ by and among (the Company), the Vermont
Department of Public Service, and other Parties, as defined therein, to the following person on
behalf of (Party):
Name:
Address:
Title:

Description of Employment Responsibilities:
(or Advisory Responsibilities to Party)

Description of Allegedly Confidential Information to be
Provided: (attach description as Schedule A if more room is necessary)

Said person has read the Protective Agreement, executed the form designated as Schedule Ila or
I1b to that Agreement, and agrees that Schedule Ila (or 11b) does not authorize his/her access to
the Allegedly Confidential Information until it is executed, delivered to and approved by

, counsel to the Company.

PARTY:

Dated: Signature

Name:
Title:
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Appendix M:

Copies of Phone Bill with Surcharge Rate or
Legislative Order
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Typewritten Text
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Hﬁ Billing Date: J Page 1 of 6 A%
m n Account No;
(] . Phone Numl:ef% o
ee page

communications How to Reach Us:

Account Summary
Previous Charges $37.90
Payment Received as of Jun 27 Thank You. {$37.90)
Past Due Charge* $0.00
New Charges -

FairPoint Communications $17.61
FairPolnt Internet $156.53
Other Providers $3.48
Total New Charges Due Aug 09, 2011 $177.62
Total Due (Past Due and New) $177.62

You have a new service provider.

This bill reflects the changes you made to your service.
See page 3 for details. gesy y

*Please disregard the Past Due Charge if payment
has been submitted.

Questions about your Bill?
See page 2 for FairPoint contact information,

Change of Address?
Go to www.fairpoint.com or see pags 2.

Detach & return payment slip with your chieck, payable to FairPoint Communications.

Account: S

New Charges Due: Aug 09, 2011

M%IZ t Total Due: $177.62

n . Amount Paid:
conmmunications $

FairPoint Communications
Box 11021
Lewiston, ME 04243-9472
IIlll'llll'llll""l'lllllllIIIlll"lllll'llllll"lll""“l|"ll
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How to Reach Us -

yments

Pay By Phone Service*

NSl i S SR

“—_““-——.—m

Hours: 24hrs a day, 7 days a week Phone: 1-866-658-3040

Payment Questions / Payment Arrangements

Hours: M-F 8:00am-6.00pm EST Phone: 1-877-212-7445

R N T R e T T

Bllls, Orders, Repalrs, Special Services B
= SERL R —— s

Consumer Sales & Service Center Hours: M-F 8:00am-6:00pm EST Phone; 1-866-984-2001

Telephone Repalr Hours: 24hrs a day, 7 days a week Phone: 1-866-884-1611

Internet & Email Technlcal Support

Phone; 1-800-240-5019

For Your Information

Hours: 24hrs a day, 7 days a week

*Pay By Phone
This service is optional and provided by.an
independent vendor for a fee.

Previous Payments

Hf you sent a payment that we did not
receive in time to be re”ected on this bill,
please deduct that amount before sending
payment. To check whether your payment
has been received, call the Payment
Questions number above.

Returned Payment

If your payment is returned for non- .
suf‘clent mds, FairPoint will resubmit it
electronically. A charge may apply for each
payment retumed.

Mail Payments to:
FairPoint Communications

Tax & Fees

Federal Subscriber Line Charge funds
part of the cost of providing long distance
companies access to local telephone
networks. it is applied per line.

Federal Universal Service Fee helps keep
telephone service affordable for high cost
areas, rural health-care providers and library
intemet access.

The Federal Communications Commission
(FCC) authorizes the Subscriber line Charge
iversal Service Fee.

The Vermont Universal Service fund.
administered by the state, funds the state s
E911 system, the telephane iHeline program
and the telecommunications relay service
for people with disabllities.

When Reviewing Your Bill

A Reglonal Toli Call is a call placed within
Vermont but cutside of your local calling
area and a Long Distance Toll Call js a call
placed outside of the 802 calling area.

Resldence Lifeline Service Program
Low income customers may be ej gible for
our Residence Lifeline Service Program
which would reduce your local telephone
service bills, Check with your service
representative for details,

Instaliment Arrangement

You may make an affordable weeldy or
monthly instaliment arrangement on your
bill by caliing 1-877-212-744s,
Custonier Information

For important consumer information see

PO Box 5200

White River Junction, VT 05001-5200
Automatic Payment Enroliment
Complete and submit coupon printed on
your bill.

Billing Address Changes or Corrections

for Account:

[0 1. Check the box,
2. Enter your correct billing address.
3. Retum this slip with your payment,

if your billing address has changed, or if your address Is incorrect
as it appears on this bili, please provide comrections here.

TTY Customers the Customer Guide in your FairPoint

Please call Relay Service (711) and ask white pages directory.

them to relay your call to FairPoint Center Important Credit Reporting Notice

of yaur choice. We fumish our customer s bill payment
Online B""ng & Payment Infomhon to the "\ajor credit reporting
Create your user account at agencies,

www.FalrPoint.com

Automatic Payment Enroliment
for Aceount:

" By signing below, | authorize FairPoint Communications or
its operating subsidiary to automatically charge my account
for the amount(s) due. Select one of the Auto Pay options
and complete the information. Please include your check for
this month s payment.

OJ Bank Draft (Automatic debit from your account)
O Credit Card (Automatic charge to your Credit Card)

.

Name:
Street Address: Card Number:
City, State, Zip: Expiration Date: —_—
Signature:

VT-RES-EN-VS



Page3ote Billing Date: Jut 12, 2011 Pagedalg

Account No;
Phone Numb&i®
How to Reach Us

page

Your FalrPoint Doublepoint Discount Summa, )
% For Your Information

¥ [ th
1. Double Point Bundie Volce Discount ™ £ Your Information For Your Information sections
contaln important messages woocm
- Restatement of Charges: Baslc vs Non-Basle Chargss your bill or service from your state‘s
Total FairPoint Doublepotnt Monthiy Savinga i ($9.89) wwh:_&oﬂ. commisslon or from
rges: Jun Ji P, N Total
New Cha 12 to Jul 11 Charge Type 'ast Dus ow Festatement of Chargae e
Basic $0.00 $8.38 $8.36 State regulationa require FairPoin|
Service: Residential Voice Telephone ZcBuﬂﬂ to group your charges as shown at
Non-Baslc the left to make it clear which
il o oo i1ty s1es0 s248 enauro that your boa oca
mited Local and | Calit Tolt $0.00 $348 enaure your
Unilmited Long Distance {U.S. & Omsmnas telephone sarvice Is not
3. Directory Listing/s | $0.00 Other Charges $0.00 $185.78 $165.78 suspended,
M.._..onm_ mﬂﬁ- Low Use Jun 12to Jun 14 $1.32 172 P You st pay any past due
o._unaﬂ 8 ! $0.00 Totai $0.00 . 77. g 'ou m
6. Double mﬂﬂas Volee Discount ($9.89) balances for mnwwm Chargas
Basic Charges include local telephone service, assoclated order and Immediately to avold suspension of
7. FalrPolnt Communications Local Calls (See Call Detall) : $0.53 Installation charges, subscriber line chargs, and appilcable tax and SEW focal bﬂﬂlﬁﬁ %M\_._S Hyou
foes. . don't pay Baslc gea you
] Non-Basic Charges include, but are not fimited to, Caller ID, inside wire will not iose local tetephone service
Subtotal E_,m $10.48 maintenancs, reglonal and long-distance calling, internet service, but your Non-Basi¢ servicea will be
applicable tax and fees, Eav_wﬁ& untll payment is
recaived,

How Your Payment was Applled

$10.48
Your payment was applied In the following manner
Tax & Fees
8, Federal Subscriber Line Char e axoes Backe Chorpes =
X ] ge 18  are authorized b
S. Fedaral Universal Service Fund Surcharge mWS Federal, State o_.< Non-Basic Charges $11.66
10. Verment State Tax $1.08  Local Governments.
~——2p11. Vermont Universal Sarvice Fund $0.23 Fees are explalned Total Payment $37.90
12. Federal Exclse Tax $0.08 onpage 2,
13. Federal Universal Service High Cost Fund Credit 81.2n
. _ﬂwo;na Credit Reporting Notice
" FalrPaint furnishes biil payment Information for aif of our customers to
Total Tax & Foes on Local Services $7.16 the credit ting agencies In accordance with the Falr Credit
_ Raporting Act ﬁo_.ﬁ oase amrw your payment timely by the due
date indicated on page 1 of your bili. To establish or re-establish a
Total New Charges $17.61 good track record amspx_ao Payments on time, conalder signing up for
] our automated Direct Payment Enroliment on the reverse side of your
remittance form on page 2 of your bill,
Call Detall
FairPolnt Communications - Summary
Soving
No, Time Of Day/Week Minutes Rate Amount
14, Peak{am-8pm weokdays) 24 $0.022 .
15, OftPaak(all other times) 0:00 $0.005 i “m;w%
Sub-Total $0.528
Less Usage Credit $0.00
Discounted Totaf $0.63




Bllling Umbm..
Account No!
Phone Number.

How to Reach Us:

New Charges: Jun 12 to Jul 11

Page5of8

FalrPoint Long Distance

Long Distance Packages and Products

1. No International Calling Pian Jun 15 to Jul 11 $0.00
Total: $0.00
Total LD New Charges $0.00
FalrPoint Internet Services
Service: Resldential internet
2. HS! - Premium (1Y) Jun 28 toJul 11 $186°~
3, HS! - Standard (1Yr) Jun 15 to Jun 27 $15.60,
4. HS! - Premium (1Yr) Jul 12 to Aug 11 $39.09”
6. HS! Promotional Discount (338.70)
Subtotal $37.56
Service: Value Added Service
8. FalrPoint Security Sulte - yj 10 3 PCa Jun 15toJul 11 $0.00
7. FairPoint Onfine & m»s::o 3GB Jun 15 to Jul 11 $0.00
8 FalrPoint Sulte - upto 3 PCs Jul12 to Aug 11 $0.00
w.m&%azngngrﬂg 3G8 Jul 12 to Aug 11 $0.00
Subtotal $0.00
Total: $37.55
Other Charges and Credits
Non-Recurring Charges
Charge Date Amount
10. HSi Shipping and Activation Fes Jun 18 -
1. HSI Shipping and Activation Fea Jun 17 »«me
12. HS! Shipping and Activation Fee Jun2s $9.99
13, Wireless Gateway Jun 17 $69.99
14, Basie Modem Jun 15 $34.99
15. Professional installation Jun 2s $99.00
16, HS! w:_u!:@<“5a Activation Fea Walver ($9.09)
17. HS! Modem Waiver (394.98),
'Totai Non-Recurring Charges $118.88

Total Internet New Charges

Biliing n”m_,»_m” Jj

Account No:

Phone Number,

How to Reach Us: page

Non Payment of Internet charges will not resuit In the disconnection of
your Local telephone sarvice; but unpald chargea will go to collaction.

This portion of your bili Is Eoﬁnmm as a service to

ussl

Helpful Numbers  Billing Inquirles call: 1-888-241-8724
Summary usBl

1. Calle _ $0.70
2. Miscellaneous Charges and Credits $273
3, Vermont Stata Tax $0.08
Total $348
Call detall

BILLED ON . o) TEC TELECOM, INC,
Servie” el

Min:Sec Rate Total

No. Date Time _ Origin Number  Location

o ﬂwwmm oo om B
6 06132011 10:28am WSNGTNZN14 MD  a00 $0.40
7. 08182011 601p LYNDONVL VT  1:00 $008
Subtotal or Servico SR 14:00 $a70
SUBTOTAL OF VARTEC TELECOM, INC. 14:00 sor0
Total: $0.70
Miscellaneous Charges and Credits

Charge : Date Amount
BILLED i VARTEC TELECOM, INC.

Mm i CV FEE 081172011 81.97
mroah_.mmw mwz_mmf _ oe/tzont mwwm
SUBTOTAL OF VARTEC TELECOM, INC. $273
Total: $273

Page 8ol 6



Appendix N:

Copy of the 2008 TRS Recertification Renewal Letter
from the FCC
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e PUBLIC NOTICE

Federal Communications Commission

News Media Information 202-418-0500

445 12th Street, S.W. Internet: http://www.fcc.gov
Washington, D.C. 20554 TTY: 1-888-835-5322
DA 08-1673

Released: July 16, 2008

NOTICE OF CERTIFICATION OF STATE TELECOMMUNICATIONS RELAY SERVICE
(TRS) PROGRAMS

CG DOCKET NO. 03-123

Notice is hereby given that the applications for certification of Telecommunication Relay
Services (TRS) programs of the states® listed below have been granted, pursuant to Title IV of the
Americans with Disabilities Act (ADA), 47 U.S.C. § 225(f)(2), and section 64.606(b) of the
Commission’s rules.? On the basis of the state applications, the Consumer & Governmental Affairs
Bureau (Bureau) has determined that:

Q) The TRS program of the states meet or exceed all operational, technical, and functional
minimum standards contained in section 64.604 of the Commission’s rules;®

2 The TRS programs of the listed states make available adequate procedures and remedies
for enforcing the requirements of the state program; and

3 The TRS programs of the listed states in no way conflict with federal law.

The Bureau also has determined that, where applicable, the intrastate funding mechanisms of the
listed states are labeled in a manner that promotes national understanding of TRS and does not offend the
public, consistent with section 64.606(d) of the Commission’s rules.*

Because the Commission may adopt changes to the rules governing relay programs, including
state relay programs, the certification granted herein is conditioned on a demonstration of compliance
with any additional new rules that are adopted by the Commission. The Commission will provide
guidance to the states on demonstrating compliance with such rule changes.

In response to the Public Notice released seeking comment on the applications for certification of
state TRS programs,® the Commission received 84 comments, all of which address Speech-to-Speech

! For purposes of this proceeding, the term “states” refers to states, U.S. territories, and the District of Columbia
where applicable.

247 C.F.R. § 64.606(D).
%47 C.F.R. § 64.604.
47 C.F.R. § 64.606(d).

® Applications for Certification as Certified State Telecommunications Relay Service (TRS) Programs Filed;
Pleading Cycle Established for Comment on Applications, CG Docket No. 03-123, Public Notice, DA 08-60 (Jan.
10, 2008).



(STS) outreach.® As part of their applications for certification, states were required to submit specific
examples of all outreach activities, including those targeted to users and receivers of STS services. We
reviewed each of the outreach plans submitted by the states in conjunction with each of the applications
listed below and found them to be in compliance with the Commission's requirements. The Bureau
reminds states receiving certification herein of their continued obligation to engage in outreach activities,
or to ensure that their contracted TRS providers conduct outreach in accordance with 47 C.F.R. §
64.604(c)(3).’

This certification, as conditioned herein, shall remain in effect for a five year period, beginning
July 26, 2008, and ending July 25, 2013, pursuant to 47 C.F.R. 8 64.606(c). One year prior to the
expiration of this certification, July 25, 2012, the states may apply for renewal of their TRS program
certification by filing documentation in accordance with the Commission's rules, pursuant to 47 C.F.R. 88
64.606(a) and (b).

STATES APPROVED FOR CERTIFICATION

File No: TRS-46-07 File No: TRS-19-07

Alabama Public Service Commission Department of Commerce

State of Alabama State of Alaska

File No: TRS-47-07 File No: TRS-02-07

Arkansas Deaf and Hearing Impaired Commission for the Deaf and Hard of Hearing
State of Arkansas State of Arizona

File No: TRS-32-07 File No: TRS-23-07

California Public Utilities Commission Colorado Public Utilities Commission
State of California State of Colorado

File No: TRS-48-07 File No: TRS-35-07

Connecticut Department of Public Utility Delaware Public Service Commission
State of Connecticut State of Delaware

® Each comment was directed to a specific state program, and requested that the Commission review the STS
outreach activities of the specified state prior to granting certification. The Commission received the following
number of comments regarding the following states: California- 36, Colorado- 2, Georgia- 1, Hawaii- 4, Illinois- 5,
Kansas- 2, Massachusetts- 1, Minnesota- 1, Montana- 5, Nebrask-1, New Jersey- 1, New Mexico- 1, New York- 3,
Ohio- 2, Oregon- 2, Pennsylvania- 1, South Carolina- 2, South Dakota- 1, Vermont- 1, Virginia- 3, Washington- 1,
Wisconsin- 8.

" See 47 C.F.R. § 64.604(c)(3) Public Access to Information. This rule states, “[c]arriers, through publication in
their directories, periodic billing inserts, placement of TRS instructions in telephone directories, through directory
assistance services, and incorporation of TTY numbers in telephone directories, shall assure that callers in their
service areas are aware of the availability and use of all forms of TRS. Efforts to educate the public about TRS
should extend to all segments of the public, including individuals who are hard of hearing, speech disabled, and
senior citizens as well as members of the general population. In addition, each common carrier providing telephone
voice transmission services shall conduct, not later than October 1, 2001, ongoing education and outreach programs
that publicize the availability of 711 access to TRS in a manner reasonably designed to reach the largest number of
consumers possible.”

2



File No: TRS-49-07
Public Service Commission
District of Columbia

File No: TRS-51-07
Georgia Pubic Service Commission
State of Georgia

File No: TRS-43-07
Idaho Public Service Commission
State of ldaho

File No: TRS-08-07
Indiana Telephone Relay Access Corporation
State of Indiana

File No: TRS-07-07
Kansas Relay Services, Inc.
State of Kansas

File No: TRS-13-07
Louisiana Relay Administration Board
State of Louisiana

File No: TRS-33-07
Telecommunications Access of Maryland
State of Maryland

File No: TRS-54-07
Michigan Public Service Commission
State of Michigan

File No: TRS-55-07
Muississippi Public Service Commission
State of Mississippi

File No: TRS-56-07
Telecommunications Access Program
State of Montana

File No: TRS-25-07
Relay Nevada
State of Nevada

File No: TRS-45-07
New Jersey Board of Utilities
State of New Jersey

File No: TRS-16-07
New York State Department of Public Service
State of New York

File No: TRS-50-07
Florida Public Service Commission
State of Florida

File No: TRS-22-07
Hawaii Public Utilities Commission
State of Hawaii

File No: TRS-10-07
Illinois Commerce Commission
State of Illinois

File No: TRS-03-07
lowa Utilities Board
State of lowa

File No: TRS-52-07
Kentucky Public Service Commission
Commonwealth of Kentucky

File No: TRS-53-07
Maine Public Utilities Commission
State of Maine

File No: TRS-34-07
Department of Telecommunications and Energy
Commonwealth of Massachusetts

File No: TRS-39-07
Minnesota Department of Commerce
State of Minnesota

File No: TRS-15-07
Missouri Public Service Commission
State of Missouri

File No: TRS-40-07
Nebraska Public Service Commission
State of Nebraska

File No: TRS-42-07
New Hampshire Public Service Commission
State of New Hampshire

File No: TRS-14-07
Commission for the Deaf and Hard of Hearing
State of New Mexico

File No: TRS-30-07
Department of Health and Human Service
State of North Carolina



File No: TRS-12-07
Information Technology Department
State of North Dakota

File No: TRS-57-07
Oklahoma Telephone Association
State of Oklahoma

File No: TRS-58-07

Pennsylvania Bureau of Consumer Services

Commonwealth of Pennsylvania

File No: TRS-59-07

Division of Public Utilities and Carriers

State of Rhode Island

File No: TRS-60-07
Department of Human Services
State of South Dakota

File No: TRS-17-07
Texas Public Utility Commission
State of Texas

File No: TRS-09-07
Utah Public Service Commission
State of Utah

File No: TRS-04-07

Department of the Deaf and Hard of Hearing

Commonwealth of Virginia

File No: TRS-06-07

Public Service Commission of West Virginia

State of West Virginia

File No: TRS-18-07
Division of VVocational Rehabilitation
State of Wyoming

File No: TRS-37-07
Public Utilities Commission of Ohio
State of Ohio

File No: TRS-36-07
Oregon Public Utilities Commission
State of Oregon

File No: TRS-28-07
Telecommunications Regulatory Board
Puerto Rico

File No: TRS-11-07
South Carolina Office of Regulatory Staff
State of South Carolina

File No: TRS-20-07
Tennessee Regulatory Authority Services
State of Tennessee

File No: TRS-61-07
Virgin Islands Public Services Commission
U.S. Virgin Islands

File No: TRS-44-07
Vermont Department of Public Service
State of Vermont

File No: TRS-27-07
Office of the Deaf and Hard of Hearing
State of Washington

File No: TRS-01-07
Wisconsin Department of Administration
State of Wisconsin

The full text of this document and filings will be available for public inspection and copying

during regular business hours at the FCC Reference Information Center, Portals 1, 445 12" Street, SW.,

Room CY-A257, Washington, D.C. 20554. These documents and copies of subsequently filed

documents in this matter may also be purchased from the Commission’s duplicating contractor at, Portals

1, 445 12" Street, S.W., Room CY-B402, Washington, D.C. 20554. Customers may contact the

duplicating contractor at their website: www.bcpiweb.com or call 1-800-378-3160. Filings may also be

viewed on the Consumer & Governmental Affairs Bureau’s, Disability Rights Office homepage at

http://www.fcc.gov/cgb/dro/trs by state.html.



http://www.bcpiweb.com/
http://www.fcc.gov/cgb/dro/trs_by_state.html

To request materials in accessible formats for people with disabilities (Braille, large print,
electronic files, audio format), send an e-mail to fcc504@fcc.gov or call the Consumer & Governmental
Affairs Bureau at 202-418-0530 (voice), 202-418-0432 (TTY). This Public Notice can also be
downloaded in Word and Portable Document Format (PDF) at http://www.fcc.gov/cgb/dro.

For further information regarding this Public Notice, contact Diane Mason, Consumer and
Governmental Affairs Bureau, Disabilities Rights Office (202) 418-7126 (voice), (202) 418-7828 (TTY),
or e-mail Diane.Mason@fcc.gov.

- FCC -


mailto:fcc504@fcc.gov
http://www.fcc.gov/cgb/dro
mailto:Diane.Mason@fcc.gov
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